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The Estimates Documents 


Each year, the government prepares Estimates in support of its request to Parliament for authority to spend public 
monies. This request is formalized through the tabling of appropriation bills in Parliament. 


The Estimates of the Government of Canada are structured in several parts. Beginning with an overview of total 
government spending in Part I, the documents become increasingly more specific. Part II outlines spending according 
to departments, agencies and programs and contains the proposed wording of the conditions governing spending 
which Parliament will be asked to approve. 


The Report on Plans and Priorities provides additional detail on each department and its 
programs primarily in terms of more strategically oriented planning and results information with a focus on 
outcomes. 


The Departmental Performance Report provides a focus on results-based accountability 
by reporting on accomplishments achieved against the performance expectations and results commitments as set out 
in the spring Report on Plans and Priorities. 


The Estimates, along with the Minister of Finance’s Budget, reflect the government’s annual budget planning and 
resource allocation priorities. In combination with the subsequent reporting of financial results in the Public Accounts 


and of accomplishments achieved in Departmental Performance Reports, this material helps Parliament hold the 
government to account for the allocation and management of funds. 


©Minister of Public Works and Government Services Canada — 2003 
This document is available in multiple formats upon request. 


This document is available on the TBS Web site at the following 
address: www.tbs-sct.gc.ca. 


Available in Canada through your local bookseller or by mail from 
Canadian Government Publishing — PWGSC 
Ottawa, Canada K1A 0S9 


Catalogue No. BT31-4/15-2003 
ISBN 0-660-62446-X 
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Foreword 


In the spring of 2000, the President of the Treasury Board tabled in Parliament the document 
“Results for Canadians: A Management Framework for the Government of Canada’. This 
document sets a clear agenda for improving and modernising management practices in federal 
departments and agencies. 


Four key management commitments form the basis for this vision of how the Government will 
deliver their services and benefits to Canadians in the new millennium. In this vision, 
departments and agencies recognise that they exist to serve Canadians and that a “citizen focus” 
shapes all activities, programs and services. This vision commits the Government of Canada to 
manage its business by the highest public service values. Responsible spending means spending 
wisely on the things that matter to Canadians. And finally, this vision sets a clear focus on 
results — the impact and effects of programs. 


Departmental performance reports play a key role in the cycle of planning, monitoring, 
evaluating, and reporting results to Parliament and citizens on behalf of ministers. Departments 
and agencies are encouraged to prepare their reports following principles for effective 
performance reporting (provided in the Guide to Preparing the 2003 Departmental Performance 
Report: http://www.tbs-sct.gc.ca/rma/dpr/02-03/guidance/gl-ld_e.asp). Based on these principles, 
an effective report provides a coherent and balanced picture of performance that is brief and to 
the point. It focuses on outcomes - benefits to Canadians and Canadian society - and describes 
the contribution the organisation has made toward those outcomes. It sets the department’s 
performance in context, associates performance with earlier commitments, explains any changes, 
and discusses risks and challenges faced by the organisation in delivering on these commitments. 
Achievements realised in partnership with other governmental and non-governmental 
organisations are also discussed. Supporting the need for responsible spending, it links resources 
to results. Finally, the report is credible because it substantiates the performance information 
with appropriate methodologies and relevant data. 


In performance reports, departments and agencies strive to respond to the ongoing and evolving 
information needs of parliamentarians and Canadians. The input of parliamentarians and other 
readers can do much to improve these reports over time. The reader is encouraged to assess the 
performance reports of organisations according to the established principles, and provide 
comments to departments and agencies to help them improve in their next planning and reporting 
cycle. 


This report is accessible from the Treasury Board of Canada Secretariat Internet site: 
http://www.tbs-sct.gc.ca/rma/dpr/dpre.asp 


Comments or questions can be directed to: 
Results-based Management Directorate 
Treasury Board of Canada Secretariat 
L’Esplanade Laurier 

Ottawa, Ontario K1A ORS 


OR at: rma-mrr@tbs-sct.gc.ca 
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Message from the President 


I am pleased to present the Treasury Board of Canada Secretariat’s 
Performance Report for the fiscal year ending March 31, 2003. 


Promoting sound management of public funds in the federal 
government—focussing on citizens, values, results, and responsible 
spending—is a top priority of the Treasury Board of Canada 
Secretariat. 


At the heart of this vision are a responsive government and a public 
service that earns the trust of Canadians every day. These goals are 
reflected in our core priorities and the various initiatives we led in 
fiscal year 2002-03. 


One of these is the modernization of human resources management. Earlier this year, the Public 
Service Modernization Act was tabled in Parliament. This legislation is the centrepiece of a major 
push to overhaul the culture of the Public Service. It will help put in place the human resources 
management policies and practices we require to meet the needs of our citizens in the years 
ahead. 


We are also strengthening the basics of modern management—performance information, risk 
management, stewardship of public resources, and values and ethics. This Modern 
Comptrollership Initiative is now being implemented in 89 departments and agencies across the 
federal government. 


Our final area of focus is service improvement, the focal point of which is the Government On- 
Line Initiative. Through this initiative, we are implementing innovative Information Technology 
applications to improve the delivery of services to Canadians and bring government closer to the 
citizens it serves. We are well on our way. In its annual report, an international consulting firm 
ranked Canada first in the world among 23 countries for e-government leadership for the third 
year in a row. 


Citizens rightfully want the best possible services from their government and effective 
stewardship of resources. They expect, as they should, the best possible value from their tax 
dollars and a greater degree of accountability from those who manage and work in the Public 
Service. 


With these goals in mind, I am proud to submit this report of our achievements. 
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Lucienne Robillard 
President of the Treasury Board 
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Section I: Performance Context 


A. Raison d’étre 


The Treasury Board and its Secretariat promote excellence in management, 
focussing on innovation, service to citizens, values, responsible spending, and 
results to give Canadians the effective and accountable 
government programs and services they deserve. 


Role of the Treasury Board and its Secretariat 


The Treasury Board of Canada is the Cabinet committee responsible for the overall 
management of the federal government’s resources.’ It is chaired by the President of the 
Treasury Board and includes the Minister of Finance and other ministers appointed by the 
Governor in Council. The Treasury Board of Canada Secretariat is the department that 
supports the Treasury Board. It is headed by the Secretary of the Treasury Board and 
Comptroller General of Canada, who reports to the President of the Treasury Board. 


In 1997, the Prime Minister designated the Treasury Board and its Secretariat as the 
government’s Management Board. As such, it serves Canadians by: 


e acting as the government’s “budget office” in managing resource allocation across 
government; 


e establishing management practices and policies to promote prudent and accountable 
management of public resources; 


e reporting to Parliament and Canadians on the expenditure of public funds and setting 
standards for departments and agencies to report on their programs, activities, and 
expenditures; 


e helping departments and agencies to develop and deliver programs that best meet the 
changing needs of Canadians; and 


The Treasury Board’s legal authorities include the Financial Administration Act, the Federal 
Real Property Act, the Official Languages Act, the Privacy Act, the Access to Information Act, 
the Public Services Employment Act and the Public Service Staff Relations Act (see 
Appendix D for a listing of legislation). 
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e acting as the employer of the Public Service and ensuring that Canadians are served 


by an effective, talented, and professional public service. 


More information on the Treasury Board of Canada Secretariat can be found at the 


following Web site: www.tbs-sct.gc.ca. The document Results for Canadians: A 


Management Framework for the Government of Canada,’ released in 2000, is also 


important in understanding how, together, the Treasury Board and its Secretariat work 


with departments and agencies to improve management practices across government. 


The following diagram represents the Secretariat’s Strategic Planning and Results 
Framework that supports Results for Canadians. This is also the structure on which this 
report is based. 
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Underlined text indicates hyperlinks to Web sites in the on-line version of this document that provide 
related information. For a complete list of Web sites, see Appendix D. 
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B. Linkage of the Strategic Planning and Results 
Framework to Approved Business Lines 

As indicated in the preceding diagram of the Strategic Planning and Results Framework, 
the Secretariat is organized around three strategic outcomes—Stewardship, Human 
Resources Management, and Service Improvement. This differs from the approved 


business line structure as presented in the Planning, Reporting, and Accountability 
Structure (PRAS) as follows: 


Approved Business Lines 


1) Expenditure Management and Planning—government-wide resource allocation that 
is consistent with government priorities and the fiscal framework 


2) |Comptrollership—management practices that focus on results and values, integrate 
financial and non-financial information for planning and reporting, respond to risks 
responsibly, and provide appropriate systems of control 


3) Service and Innovation—an innovative, citizen-centred public service that responds 
to Canadians’ priorities for service improvement and is committed to the goal of 
delivering services that meet or exceed their expectations 


4) Information Management and Information Technology—affordable and responsive 
delivery of government services through the strategic use of information 
management and information technology 


5) Human Resources Management—a public service that is results-driven, 
values-based, representative, and learning-oriented 


6) Corporate Administration—the provision of effective corporate services that 
support all business lines in meeting their objectives 


Generally, the business lines fall under the following strategic outcomes: 
e Stewardship: (1) Expenditure Management and Planning and (2) Comptrollership 


e Service Improvement: (3) Service and Innovation and (4) Information Management 
and Information Technology 


e Human Resources Management: (5) Human Resources Management 


e Secretariat Administration: (6) Corporate Administration 
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C. Operating Environment 


The Secretariat operates in a constantly evolving public policy environment. The October 
2002 Speech from the Throne and the 2003 budget significantly impacted the work of the 
Secretariat during the fiscal year. 


Some elements of the Speech from the Throne set out the government’s commitment to 
implement its priorities in the context of more constrained fiscal circumstances through 
reallocation as a way of doing business. This had a significant effect on the resource 
allocation and program approval function of the Treasury Board and on the work of the 
Secretariat during the year, as the 2003 budget confirmed the Treasury Board’s 
responsibility for two key measures: 


(1) the implementation of full accrual accounting to improve the transparency and 
day-to-day management of resources; and 


(11) a rigorous expenditure and management review process to be conducted over a 
five-year cycle, challenging departments and agencies to more clearly justify the 
relationship of their programs to government priorities, the effectiveness of their 
management practices, and delivery of services to Canadians. 


These Expenditure and Management Reviews will position the Secretariat to provide an 
overall assessment of departments and agencies and identify key horizontal issues for the 
government. The challenge for the Secretariat will be to make this new focus its core 
business. 


Over the year 2002-03, the Secretariat took other important steps toward becoming the 
kind of Management Board anticipated in Results for Canadians: 


> In June 2002, the Prime Minister asked the President of the Treasury Board to 
propose measures for improving stewardship and strengthening the accountability of 
deputy ministers for the management of public resources. In response, the Secretariat 
worked intensively, in consultation with departments and central agencies, on three 
tracks: 


(1) developing the new Management Accountability Framework to provide public 
service managers, especially deputy heads, with a clear picture of 
management expectations and a comprehensive tool for improving 
management and results; 


(11) elaborating the Values and Ethics Code for the Public Service, which sets out 


the core values of the Public Service and affirms the essential role the Public 
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Service plays within the Canadian parliamentary tradition in supporting 
governance and in strengthening citizen trust and confidence in public 
institutions; and 


(iii) = with the Privy Council Office, publishing the Guidance for Deputy Ministers, 
which clarifies the roles and responsibilities of deputy ministers in supporting 
ministers and providing public service leadership. 


> A review to streamline Treasury Board policies and reporting requirements launched 
in September 2002 will lead to a smaller and more strategic set of policies and 
reporting requirements aligned with the Management Accountability Framework. 


> Results for Canadians explicitly recognized the importance of building an exemplary 
workplace for the Public Service of Canada. The Public Service Modernization Act 


tabled in February 2003, represents the first legislative reform of human resources 
management in 35 years and is the comprehensive centrepiece of the Secretariat’s 
ongoing efforts to modernize the management of the government’s human resources. 
These measures will have special significance for the Secretariat, as they propose a 
range of new responsibilities for the Treasury Board as the employer of the Public 
Service: 


> Another component of building an exemplary public service is ensuring that 
government is a model of Canada’s linguistic duality. The Secretariat’s ongoing 
efforts have been strengthened by the Action Plan for Official Languages announced 
by the Prime Minister in March 2003. 


> The Secretariat leads the Government On-Line and Service Improvement initiatives, 
which target measurable improvement in the delivery of government services. Good 
progress has been made, but the implementation process will impose significant 
challenges if the government’s targets are to be achieved by the year 2005. 


More information about performance is provided under each of the three strategic 
outcomes: stewardship, human resources management, and service improvement. 
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D. Performance Highlights 


Stewardship: Sound public management of federal resources 


In 2002-03, the Secretariat continued to focus on government-wide stewardship. The 
ongoing needs of Parliament and the Board were met through the provision of advice, the 
preparation and timely tabling of reports, and the revision of several policies to provide 
better guidance in the discharge of stewardship responsibilities government-wide. 
Accomplishments over the year include horizontal reviews for the Board; assessments of 
all departmental performance reports (DPRs) and several reports on plans and priorities 
(RPPs), using a risk-based approach; development of the Management Accountability 
Framework; review of the Expenditure Management System and the Information 
Management System that supports it; and plans to rationalize stewardship policies, such 
that they could be reduced by more than 50 percent in the near term. 


The Secretariat continued to work with departments and agencies to assist them in better 
managing their programs, addressing emerging issues and challenges, and strengthening 
their ability to more effectively implement the longer-term management initiatives in the 
areas of modern comptrollership, integrated risk management, and evaluation and internal 
audit. Interim progress reports in each of these key areas were completed, all indicating 
that, while progress is being made, more work needs to be undertaken to achieve better 
stewardship of federal resources. 


This assessment is shared by parliamentarians and Treasury Board ministers. As a 
consequence, in 2002—03, the Secretariat embarked on a program of renewal to 
dramatically change the way it supports the Treasury Board and Parliament. The 2003 
budget and the TBS RPP 2003-04 highlight many of the changes that will occur as a 
result of efforts and decisions made the previous year. 


Human Resources Management: A modern, effective, well-managed public service 


The 2001 Speech from the Throne specifically highlighted the importance to Canadians 
of having a public service that is “distinguished by excellence and equipped with the 
skills for a knowledge economy and society.” The Human Resources Management Office 
within the Secretariat is responsible for key elements of public service renewal and for 
the implementation of the government’s broader Human Resources Management 
Modernization Initiative (HRM Modernization). 


Over the year, efforts to advance this initiative proceeded along two tracks. First, the 
Secretariat continued to support the work of the President of the Treasury Board and the 
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Modernization of Human Resources Management Task Force at the Privy Council Office 
as it finalized its consultations and completed recommendations for changes to the 
legislative framework for the management of human resources in the federal Public 
Service. As a result of this work, on February 6, 2003, the President of the Treasury 
Board introduced Bill C-25, the Public Service Modernization Act (PSMA), in 
Parliament. 


At the same time, the Secretariat worked with the Task Force and other central agencies 
and departments to develop transition and implementation strategies for the new human 
resources management regime. The Secretary of the Treasury Board announced, in 
February 2003, in anticipation of the passage of Bill C-25, the establishment of the 
Implementation Secretariat with responsibility for ensuring coherence of the plans for the 
implementation of the PSMA. These plans will address new institutions, staffing and 
staffing recourse, labour relations and dispute resolution, accountability, performance 
reporting and performance management, learning, and cultural change. 


Second, the Secretariat co-ordinated and monitored the development of human resources 
initiatives intended to complement the proposed legislative changes. For example, in 
2002-03, the Secretariat completed its work on the Values and Ethics Code for the Public 
Service. In June of 2002, the Secretariat implemented the revised Policy on the Duty to 
Accommodate Persons with Disabilities in the Federal Public Service, including a 
government-wide information campaign to support the Policy’s goal of achieving 
representative diversity. The Official Languages Branch launched an initiative to support 
the government’s aims relating to the use of official languages in the workplace, 
encompassing an innovation component, a capacity-building component shared with the 
Public Service Commission of Canada, and the establishment of a centre of official 
languages excellence. In May of 2002, the President of the Treasury Board announced 
that the Secretariat would refocus its efforts on classification reform, aiming for specific, 
tailored solutions.rather than a universal application. 


Effort also continued on initiatives to improve systems which, although only indirectly 
related to HRM Modernization, are nevertheless important to its overall success. For 
example, as part of the government’s ongoing efforts to modernize and streamline travel 
policies, processes, and practices, extensive work was carried out over the fiscal year to 
prepare for the 2003—04 release of the new Travel Directive for the Public Service. As a 
precursor to the announcement of the new directive and its subsequent implementation 
and management, the Government Travel Modernization Office was established in 
January 2003, as a separate organization within the Secretariat. 
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Service Improvement: Citizen-centred service delivery 


Government On-Line (GOL), a Government of Canada initiative, entered its third year of 
implementation in 2002-03. The goal of this initiative is to use information and 
communication technologies to enhance Canadians’ access to improved citizen-centred, 
clustered services, anytime, anywhere, and in the official language of their choice, by 
2005. Progress to date has translated into higher levels of satisfaction and generally 
positive perceptions of government services. 


The Secretariat continued to work with departments and agencies to meet the 2005 GOL 
goals and objectives. In 2001, nine services were completely available on-line. In 2002, 
this number increased to 31, representing almost 25 percent of the 130 key services to be 
available on-line by 2005. The Government of Canada also introduced an on-line 
authentication service known as “e—pass.” It provides the same level of confidence in an 
Internet environment that face-to-face contact, sealed envelopes, and official documents 
provide. The first e—pass enabled services available to the public on the Government of 
Canada’s common secure channel included the on-line address change at the Canada 
Customs and Revenue Agency and the on-line filing of records of employment at Human 
Resources Development Canada. 


In 2002-03, policies, guidelines, and standards were developed in the areas of privacy, 
security, and information management, with a view to building Canadians’ trust and 
confidence in the government’s interactive electronic services. The Action Plan for 
Official Languages was also developed, with funding made available in the budget to 
pilot innovative services and activities. The Secretariat also modelled innovative 
approaches to build human resources capacity to support the GOL and Service 
Improvement initiatives. 


The Secretariat continued to monitor and report to ministers on key IT projects. And in 
recognition of the need to increase its capacity to work with departments and agencies to 
achieve a government-wide approach to the management of IT and IM assets, the 
Secretariat began to develop a methodology and approach to business transformation 
enabled by information technology. It also significantly reorganized its core 
interdepartmental committees to improve governance and issue management. 
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E. Expenditure Overview 


Expenditures for the Secretariat for the fiscal year 2002-03 totalled approximately 
$1,470,518,000. 


The largest portion (86 percent or approximately $1,266,459,000) of these expenditures 
was the contribution to employee benefit plans on behalf of all federal government 
departments and agencies. These contributions relate to the employer’s share of health, 
income maintenance, and life insurance premiums (Vote 20, Public Service Insurance). 
Included in this amount are statutory payments under the Special Retirement 
Arrangements Act. Also included are statutory pay equity payments and employer costs 
for pension, benefits, and social security plans to which local employees engaged outside 
of Canada are subject. 


The Secretariat’s key strategic outcomes, along with Secretariat Administration, are 
responsible for the remaining 14 percent, or about $204,059,000 of total expenditures. 
These include Vote 1, Operating Expenditures; Vote 2, Grants and Contributions; and the 
following statutory payments: Employee Benefits Plans related to the Secretariat’s 
Operating Vote 1, the President’s salary and car allowance, and refunds of amounts 
credited to revenues in previous years. The key performance accomplishments and 
expenditures by strategic outcome are detailed on the following pages. 


Figure | 
Treasury Board of Canada Secretariat 
Use of Resources 2002—03 
($ thousands) 


Stewardship 46,901 


Human Resources Management 1,347,549 


Service Improvement 34,291 


Program 
4 Expenditures 
14% 
($204,059) 


Secretariat Administration CM 


Total Expenditures = $1,470,518 
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F. Planned Spending 


Reference Level Review 2002-03 and Planned Spending 


In 2002-03, the Secretariat underwent a Reference Level Review (RLR) to realign 
resources with key priorities. The following crosswalk shows the difference between 
Planned Spending as reported in the 2002—03 RPP and the revised situation as presented 
in this DPR. 


Elements of the Service and Innovation business line were realigned throughout the other 
business lines, and a Policy and Planning Secretariat was created. 


The mapping of the Strategic Outcome has changed as a result of the reorganization 
within the Secretariat and to present the information more accurately. 


Crosswalk mapping the Planned Spending 2002-03 as presented in the Reports on 
Plans and Priorities with the Revised Reference Levels as a result of the Reference 


Level Review ($ thousands) 


FTE $ FTE $ FTE $ FTE $ FTE $ 

Service Improvement 

Secretariat Operations 125} 14,679 125} 14,679 
Stewardship 

Secretariat Operations 384 42,817 | 384) 42,817 

Centrally administered Funds 1,967,735 -|1,967,735 
Human Resources Management | | 

Secretariat Operations | 365| 165;813 365} 65,813 

Centrally administered Funds L | 14,805 - 14,805 
Secretariat Administration 

Secretariat Operations 286) 29,263} 286} 29,263 

Centrally administered Funds [ 10,000 -| 10,000 
Adjustments | | a 

Secretariat Operations | _(16)|(3,608) 18) 541 (24)| (2,201) 22) S268 - - 

Centrally administered Funds - - -|(1,201,732) 2032 - - 
Total Planned in DPR 
Secretariat Operations 109/ 11,071; 402} 43,358 341 637612 308| 34,531|1,160| 152,572 
Centrally administered Funds 4 a 766,003 Poy sysy7/ -| 10,000 1,992,540 
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Section II: Departmental Performance by Strategic 
Outcome 


A. Stewardship 


Sound public management of federal resources 


Planned Total 

Spending Authorities Actuals 
Secretariat Operations 43,358 47,680 46,901 
Centrally Administered Funds 766,003 672,643 - 


Total Planned Spending 809,361 720,323 46,901 


Full-time Equivalents _ Sepen -fituin faite 4028 ero GHe Lice 393 


Note: The increase in Authorities and Actuals over the Planned Spending includes the Supplementary 
Estimates, transfers in from government-wide initiatives, transfers in from collective agreements, and 
adjustments made to the statutory authorities. 


Context 


Sound public management is essential to the achievement of policy goals in every sector 
of society. Effective stewardship of federal resources is an essential component of sound 
public management. Good stewardship requires that activities critical to the public 
interest are appropriately resourced and aligned to priorities; programs are affordable, 
cost-effective, and properly managed; management frameworks and policies are 
developed and implemented to support due diligence and stewardship of public resources, 
and are monitored to ensure their effectiveness; and results are appropriately reported 
publicly in a timely, open, and transparent manner. Good stewardship within the federal 
government is important to all Canadians and to all public service employees. 


Sound public management of federal resources depends on the actions of all departments 
and agencies. The Secretariat’s role is to create and sustain an enabling environment for 
continual improvement. It does this by preparing reports for tabling in Parliament and by 
providing advice and support to the Treasury Board ministers. It assists the Management 
Board by developing and overseeing policy. It gives guidance and support to departments 
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and agencies in the discharge of their stewardship responsibilities and to other central 
agencies and functional specialists in the areas of finance, procurement, real property, 
and internal audit. 


In any year, the activities and results related to stewardship focus on delivering ongoing 
work, introducing or fostering government-wide improvement initiatives, and addressing 
unforeseen issues that are inevitable in an organization as large and as complex as the 
federal government. By the very nature of its mandate, this means balancing the needs 
and concerns of many stakeholders, including Parliament and the Treasury Board, 
departments and agencies, other central agencies, and the Auditor General—all of whom 
play key roles in meeting the needs and expectations of Canadians with respect to good 
stewardship. 


Through active monitoring, the Secretariat uses a variety of performance indicators to 
gauge performance with respect to each of its three strategic outcome elements relating to 
stewardship. Ongoing interactions with parliamentary committees, ministers, and 
representatives from government departments and agencies provide continual feedback. 
Other more concentrated mechanisms include reviews (e.g. for evaluation, risk 
management, modern comptrollership, and internal audit); assessments (e.g. DPRs, RPPs, 
and Treasury Board submissions); findings from audit and evaluation reports; learning 
events; and appearances before standing committees of Parliament. All of these provide 
an indication of what is working as expected and what is not. The newly developed 
Management Accountability Framework’ is expected to provide a more formal and 
consistent way of gauging performance and will become a key means of assessing and 
reporting stewardship performance in the coming years. It will also assist the Secretariat 
in making decisions to adjust its own programs and policies, and to reallocate resources. 


The fiscal year 2002-03 was one of intense activity for the Secretariat, with a 
combination of high-profile activities, several major reviews, and a budget that focussed 
comprehensive change within the Secretariat. 


Key Partners 

e Because of its role in support of the Cabinet committee that is the Management Board 
for the federal government, virtually all of the Secretariat’s work requires 
collaboration with all or some departments and agencies. For example, developing the 
Government Expenditure Plan and implementing policies and management initiatives 


Underlined text indicates hyperlinks to Web sites in the on-line version of this document that provide 
related information. For a list of further Web sites, see Appendix D. 
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required close collaboration with almost 90 organizations and their representatives in 
many different areas and functions. Reviews to address specific issues or revise 
certain policies require working closely with organizations that are most affected by 
such actions. 


e In the area of stewardship, the Secretariat works closely with other organizations that 
have government-wide responsibilities such as the Privy Council Office, the 
Department of Finance Canada, Public Works and Government Services Canada, and 
the Office of the Auditor General of Canada. The Secretariat’s Web site provides 
more information on the contributions of these organizations to improve government- 
wide stewardship. 


Performance by Strategic Outcome Element HIGHLIGHTS 
Priorities: Federal resources are aligned with > Main Estimates: 
government priorities Supplementary Estimates, 
and 87 RPPs were prepared 
The Secretariat sought two results: and tabled as expected. 
>» Ministers were provided with 
; ; J advice on expenditure 
e the allocation and reallocation of resources in a way management and resource 
that balances the needs of existing programs and allocation, including a more 
ripe risk-based approach to 
government priorities; decision making. 


>» Feedback and reviews of 
current practices have 


e departmental expenditure plans (the Estimates) that resulted in 6 commitment co 


reflect Treasury Board allocation decisions and make some significant 
ny pea ; ; changes in the way in which 
government priorities and that are tabled in Parliament the Secretariat supports 


Treasury Board ministers. 


in a timely manner. 


The allocation and reallocation of resources in a way that balances the needs of 
existing programs and new government priorities 


e In consultation with other key stakeholders, the Secretariat provided advice to 
Treasury Board ministers and others on a range of items from the perspectives of 
resource allocation and improving expenditure management and accountability. This 
included presenting the results of horizontal reviews on several priority areas. 
Ministers welcomed this “whole-of-government” approach that indicated how various 
departments and programs relate to each other. Advice was also provided on items for 
inclusion in the budget to address key areas where improvements are required. 
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Departmental expenditure plans (the Estimates) that reflect Treasury Board 
allocation decisions and government priorities and that are tabled in Parliament in a 


timely manner 


The Secretariat managed the processes and provided the necessary guidance for the 
preparation and tabling of the Government of Canada’s Expenditure Plans in a timely 
manner, thereby enabling departments and agencies to carry out their business with 
the approval of Parliament. The 2002—03 Supplementary Estimates (A) and (B) and 
the 2003—04 Main Estimates Parts I and II and Part III (RPPs 2003-04 for 87 federal 
departments and agencies) were all tabled in Parliament, as scheduled, and in 
accordance with Treasury Board allocation decisions and government priorities. The 
2003—04 RPP guidelines were strengthened with the addition of 11 major changes in 
reporting requirements and, on a risk basis, 15 departmental RPPs were assessed with 
appropriate feedback to those departments for future improvements. 


The operation of the Expenditure Management System is one of the key business 
functions for the Secretariat in support of government-wide expenditure management 
and planning. The Expenditure Management Information System (EMIS) is the core 
system used to support analysis and informed decision making regarding expenditure 
management. The Secretariat completed a major review of EMIS and is now 
undertaking a project to strengthen this system and the role the Secretariat plays in 
support of Treasury Board ministers as a budget office and the Management Board 
for the Government of Canada. 


Challenges and Lessons Learned 


To be more effective in an increasingly complex world, the Management Board requires 
advice that is strategic and risk-based. This requires better horizontal and comprehensive 
reviews, a better means of reallocating existing resources from lower to higher priorities, and a 
more robust EMIS. 


e The Secretariat will build on the experiences of the past year to conduct more and better 
horizontal and vertical reviews, as articulated in the budget, the 2003-04 Treasury Board 
of Canada Secretariat Report on Plans and Priorities and will continue efforts to transform 
EMIS to be able to support these new requirements. 


The Secretariat will also seek ways to more effectively move from low-value transactions 
to a higher-value strategic role by using a risk-based approach. One means will be to 
reduce the amount of submissions it now processes for Treasury Board ministers (769 in 
2002-03) by building on the Risk Management Assessment initiative it implemented in 
September 2002. This approach enables ministers to focus on areas of higher risk, enhance 
consistency in the evaluation of risk in Treasury Board submissions, and foster continuous 
improvement within both the Secretariat and client departments with respect to risk 
management and submission quality. 
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Performance: Federal resources are used efficiently and effectively with 
prudence and probity 


The Secretariat sought the following result: 


Treasury Board policies and guidance are applied effectively and appropriately across 
government. 


Progress reports on government-wide management initiatives 


During 2002-03, interim reports on progress for four long-term management 
initiatives that have been led by the Secretariat in recent years were completed. Each 
of these four reviews concluded that progress is being made in strengthening 
stewardship but that more sustained work is required to meet expectations for 
improved stewardship. All of these areas represent key elements of Results for 


O 


Modern Comptrollership Initiative: A Progress 


Report on Government-wide Implementation 
provides an analysis of the elements of modern 


comptrollership, presents preliminary impacts, 
and outlines the work that remains for 
departments and agencies to do in order to 
incorporate modern comptrollership principles 
into the public service culture and modernize 
management practices. 


o Integrated Risk Management Framework: A 


Report on Implementation Progress, a 
companion document to the report cited above, 


focuses on.the 16 departments and agencies 
leading the implementation of the framework 
and presents a review of progress in 


Canadians: A Management Framework for the Government of Canada. 


HIGHLIGHTS 


>» Government-wide progress 
reports 
_o Modern Comptrollership 
o Integrated Risk 
Management 
o Evaluation 
o Internal Audit 


> Revised policies and new 
operational security 
standards 


>» Launch of a major policy 
review 
>» New guidance and tools 
o Management 
Accountability 
Framework (MAF) 
o Modern Comptrollership 
Maturity Model 
o Managing for Results 
Self-assessment Tool 


implementing integrated risk management principles and practices across the 


federal government. Still in its early stages, the foundation is being laid to fully 


implement integrated approaches to corporate risk management through strategies 


that include developing the corporate risk profile, building risk management 


capacity (formalizing the infrastructure, developing tools and training), and 


linking risk management with strategic planning. 
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o The interim reviews of both the evaluation and internal audit functions led to 
Treasury Board approval for additional funding as part of a four-year investment 
strategy for implementation of the revised Evaluation Policy and the revised 
Policy on Internal Audit. Approximately $30 million will be allocated over the 
next two fiscal years to revitalize and reposition the federal government’s audit 
and evaluation functions in support of policy implementation and to continue to 
fund the Secretariat’s centres of excellence for evaluation and internal audit. The 
reviews suggest that, while many departments have begun the process of 
redeveloping and strengthening their evaluation and internal audit functions, gaps 
in capacity remain, especially in smaller agencies. The Secretariat will continue to 
provide leadership in capacity building to departments in achieving policy 
objectives. 


o The approved distribution and allocation of central funds by department and 
agency can be found for internal audit at http://www.tbs-sct.gc.ca/ia-vi/policies- 
politiques/funds_fonds/funds-fonds e.asp, for evaluation at http://www.tbs- 

sct.gc.ca/eval/alloc_e.asp, and for modern comptrollership at http://www.tbs- 


sct.gc.ca/emo_mfc/funding e.asp. 


These four reports provide evidence of momentum, enhanced understanding, and 
early results, but in order to sustain progress it 1s necessary to consolidate 
achievements and progress to date, deepen commitment to management excellence, 
and broaden the agenda to build on modern comptrollership. The Secretariat will 
continue to provide leadership and support to departments and agencies in all of these 
areas. 


New tools for assessing progress on government-wide management initiatives 


The Secretariat has developed a maturity model (Modern Comptrollership Practices: 
Toward Management Excellence) that outlines the three stages of maturity for 
achieving management excellence over a ten-year period. This model is intended to 
assist departments and agencies to assess their own current state of practices and map 
out strategies and plans to move from one stage to the next. While the 15 departments 
and agencies that piloted the modern comptrollership initiative have reached the 
second stage of the model, the other 73 modern comptrollership organizations have 
not yet had sufficient time to progress beyond the first stage. The Managing for 
Results Self-assessment Tool has also been developed. These tools provide a means 
for organizations to assess and report on their own progress in the area of 
management excellence. 
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An array of guidance materials, learning opportunities, and tools have been made 
available to all departments and agencies implementing modern comptrollership, 
integrated risk management, evaluation, and internal audit, as well as other important 


stewardship functions such as financial management and accounting, procurement, 
real property and materiel management, and government security. 


Revised policies to strengthen government-wide stewardship 


As part of the Secretariat’s initiative to review and rationalize its policy suite, initial 
assessments indicate that the current number of stewardship policies could be reduced 
by more than 50 percent in the near term and steps have already been taken to do this. 
The intent is to eliminate outdated policies and revise and consolidate current ones, 
while enhancing their relevance, clarifying roles, responsibilities, and accountabilities 
to provide more coherent direction to departments and agencies in critical areas of 
sound management practices. The goal is to link these practices to priorities and 
results. During the year, a number of existing Treasury Board policies were revised to 
provide clearer guidance and improved stewardship across the federal Public Service. 


The Contracting Policy and the Common Services Policy have been amended to 
strengthen the areas of advertising and public opinion research in order to better 
manage sponsorship, advertising, and public opinion research activities. 


The Treasury Board Federal Contaminated Sites Management Policy, one element of 


the Federal Contaminated Sites Management Framework, and the Policy on 
Accounting for Costs and Liabilities Related to Contaminated Sites ensure a 


consistent approach to the management of federal contaminated sites, as well as 
appropriate accounting and reporting for the associated costs and liabilities. The 
Secretariat also worked with Environment Canada to outline the funding required to 
address contaminated sites, as announced in the budget. 


The revised Policy on Receivables Management ensures that receivables, which are 
an important asset of the government amounting to billions of dollars, are prudently 
managed in a manner consistent with achieving the government’s overall objective of 
responsible fiscal management. 


Two new operational standards were also developed under the Government Security 
Policy—one on the Security of Information Act and one on the security preparedness 
levels for federal government facilities which includes four levels of heightened 
security in case of terrorism and other emergency situations. 
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Challenges and Lessons Learned 


In Chapter 5 of her December 2002 report, Matters of Special Importance, the Auditor 
General of Canada recognized that progress in advancing financial management and control 


practices is being made and noted full support for the government’s plans and strategies for 
improving financial management practices in government. The report also noted that 
“financial management and control in the government still needs significant improvement.” 
This is consistent with the findings of the Secretariat’s own reviews, and the Secretariat will 
continue to take the actions necessary to achieve greater improvement. 


Time-limited funding for the Modern Comptrollership Office expires at the end of 2003—04 
and for the Centres of Excellence for Evaluation and Internal Audit at the end of 2004—05. 
The interim reviews underscore the continued need for leadership in these areas by the 
Secretariat, so there will be challenges ahead in balancing the need for such leadership and 
the responsibility of departments and agencies to demonstrate results in these areas. 


While pursuing comprehensive efforts to strengthen stewardship, measures have been taken 
to address specific instances of concern. Sponsorships and advertising issues prompted the 
Secretariat to complete a value-for-money review, make necessary policy changes, and 
provide policy advice in support of the government-wide audit by the Office of the Auditor 
General of Canada. Addressing concerns with respect to the Canadian Firearms Program took 
time and effort to understand the issues and provide timely advice to all stakeholders. The 
Secretariat is assessing lessons learned from these occurrences with a view to making 
changes, as appropriate. 


Other areas of interest to Parliament, such as accountability of foundations, the use of the 
Treasury Board Contingency Vote (Vote 5) and user charging and cost recovery were 
assessed during 2002-03. Preliminary steps have been taken to address some of the concerns 
by adding mandatory requirements for reporting on these items in the 2002—03 DPR, and 
work in these areas continues, as outlined in the budget. Future reviews of DPRs will pay 
special attention to the information provided on all aspects of the report, including key 


policies. 
ae 
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Accountability: Accountability for results HIGHLIGHTS 
throughout the Public Service is clearly > Public Accounts 2002 tabled 
° as expected with a 4% 
defined, and key commitments and results Se uaa clea fence. 
are publicly reported. o Accrual accounting now 
3 _ being implemented 
The Secretariat sought two results: > 86 DPRs for 2001-02 tabled 


The audited financial statements of the Government 


| in Parliament 
o Assessments for 86 DPRs 


the audited financial statements of the Government . 
o Improved guidelines for 


of Canada are prepared and presented to Parliament 2002-03 DPR 

in a timely and appropriate manner; © Reviews of current 
practices result ina 
commitment to change, 

relevant and timely government-wide performance . sdales e the 2003 

f , s t DUGGeL an 1e 

information is available to Treasury Board Secretariat’s RPP for 

ministers, parliamentarians, and departmental oe 

apts » Report on Canada’s 
decision makers. Performance 2002 


» New and improved databases 
to support outcome-based 
reporting to Parliament 


of Canada are prepared and presented to > Government-wide review of 
. : . . | the Planning, Reporting, and 
Parliament in a timely and appropriate manner. Accountability Staicurs 
; : ] underway 
The Public Accounts of Canada 2002, including the > Continued collaboration with 
consolidated annual financial statements of the ___ the Parliamentary Centre’s 
; initiative to improve 
Government of Canada, were tabled in the House of accountability 


Commons on October 24, 2002. The government 
received a fourth straight unqualified audit report from the Auditor General on its 
financial statements. This was the result of extensive collaboration with Public Works 
and Government Services Canada, the Department of Finance Canada, and the Office 
of the Auditor General of Canada on the accounting treatment of key items. 


Relevant and timely government-wide performance information is available to 
Treasury Board ministers, parliamentarians, and departmental decision makers. 


Eighty-six 2001—02 DPRs were tabled in Parliament, as well as the second annual 
report on Canada’s Performance. The latter broke new ground through extensive 
electronic links to DPRs and RPPs and through the capacity to electronically analyze 
all government activity in_26 main horizontal areas. 


As was done for DPRs for the period ending March 31, 2001, the Secretariat 


commissioned an independent overall assessment of the 86 DPRs for the reporting 
period ending March 31, 2002. The assessment was conducted against the six 
reporting principles and was not intended to validate the factual content of the reports. 
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Although instances of good practices were found, no single report can be identified as 
an overall model. Generally, there is still room for improvement in reporting 
performance against planned results, as well as in identifying shortcomings to provide 
a balanced performance record. Linking resources to results remains a challenge and 
measures that are reported are often about activities or inputs rather than results. To 
address these issues, the Secretariat has strengthened the 2003 DPR guide by putting 
greater emphasis on the need for balanced reporting and by highlighting mandatory 
requirements. A template has been developed to enable the development of 
departmental and program logic models demonstrating the causal relationships 
between departmental activities and strategic outcomes. Departments have also been 
requested to report more systematically on horizontal initiatives to provide 
parliamentarians with an integrated view of major horizontal initiatives. The 
Secretariat will be investing more resources in reviewing a select number of DPRs in 
their draft form against the principles, as well as in verifying content. 


During 2002-03, the Secretariat worked to maintain, enhance, and integrate a number 
of databases to support improved reporting to Parliament. These include databases for 
the Social Union Framework Agreement, horizontal results, audit, and evaluation. A 
strategic outcomes database was developed and fully integrated with the electronic 
version of Canada’s Performance and a new database was created to provide 


additional information on the quality of the evaluation function in each department 
and the treatment of over 360 Results-based Management and Accountability 
Frameworks (RMAFs). The Secretariat also established an interdepartmental task 
team that developed a draft set of proposals for the renewal of the Planning, 
Reporting, and Accountability Structure (PRAS). These proposals will be tested with 
a view to putting in place better structures to assist federal organizations to more 
easily relate performance to outcomes in an open and transparent manner and actively 
use this information to improve organizational effectiveness. 


The Secretariat continued its efforts to improve accountability and reporting to 
Parliament by consulting parliamentarians and holding discussion sessions with 
parliamentary and Library of Parliament staff on the Estimates process and on 
planning and reporting documents. This builds on previous work in this area, such as 


the Improved Reporting to Parliament Project. 
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Challenges and Lessons Learned 


e The 2003 budget announced that, beginning with the 2002-03 Public Accounts, the 
consolidated annual financial statements would henceforth be produced on a full accrual 
basis of accounting. This is consistent with the recommendations of the Auditor General. 
(See section 5.52 of her December 2002 report, Matters of Special Importance.) In 
addition, the budget itself is also now produced on a full accrual basis of accounting. 


e The use of accrual accounting concepts in ongoing decision making and for improved 
accountability will require awareness and understanding by public service employees and 
parliamentarians. This, combined with the need to determine the extent to which accrual 
concepts should be used in parliamentary appropriations, will increase the demands on the 
Secretariat and others for assistance in this area. 


e During the year, the Secretariat made more than 15 appearances at parliamentary standing 
committees (e.g. standing committees on Government Operations and Estimates; Public 
Accounts; and the Senate Standing Committee on National Finance) to discuss various 
elements of stewardship. The interest level and demand for more information is increasing 
and the Secretariat will need to consider how best to meet these and other demands in an 
open and transparent manner, while ensuring that Cabinet confidences are maintained. To 
this end, the Secretariat has begun to reassess existing macro-level management and 
reporting systems and processes in the government. Chapter 9 of the Auditor General’s 
December 2002 report outlines many of the challenges associated with improving 
accountability. Building on the work accomplished in 2002-03, the Secretariat recognizes 
the need to more fully engage parliamentarians and other stakeholders to advance a 
management culture that supports transparency, learning, and innovation in the 
improvement of government programs and accountability for these programs. 
Implementing the Management Accountability Framework, noted above, will also help to 
achieve this. 


e Improving the content and meaningfulness of DPRs and RPPs remains an ongoing 
challenge. Guidelines for both will continue to be strengthened; individual documents will 
be assessed more often and with increased scrutiny; and more feedback will be provided to 
departments. It is expected that improvements resulting from such actions will also address 
some of the reporting concerns raised by the Auditor General in several reports, including 
the one cited above and in Chapter 7 of the April 2002 Status Report. 


Management Practices 

As a budget office and through policy centres and centres of expertise and excellence, the 
Secretariat provides leadership and support to all departments in improving their 
management practices in the areas of stewardship, including modern comptrollership. 


2] 


TBS Departmental Performance Report 


B. Human Resources Management 


is A modern, effective, well-managed public service 


Planned Total 

Spending Authorities Actual 
Secretariat Operations 63,612 87,087 81,090 
Centrally Administered Funds 126.597 1,306,005 1,266,459 
Total 1,280,149 1,393,092 1,347,549 


Full-time Equivalents 341 471 : 435 


Note: The increase in Authorities and Actuals over the Planned Spending includes the Supplementary 
Estimates, transfers in from government-wide initiatives, transfers in from collective agreements, and 
adjustments made to the statutory authorities. 


Context 


The Secretariat supports the Treasury Board in its role as the employer for the Public 
Service of Canada. This business line includes the work of the Human Resources 
Management Office and the Government Travel Modernization Office, as well as 
portions of the work of the Official Languages Branch. 


The 2001 Speech from the Throne’ indicated that: 


“...the Government is committed to the reforms needed for the Public Service of Canada 
to continue evolving and adapting. These reforms will ensure that the Public Service is 
innovative, dynamic, and reflective of the diversity of the country—able to attract and 
develop the talent needed to serve Canadians in the 21st century.” 


Several challenges face the Public Service. Chief among these is demographics; the 
public sector workforce is aging and many employees and managers are approaching 
retirement eligibility. The government is faced with the necessity of recruiting, hiring, 


Underlined text indicates hyperlinks to Web sites in the on-line version of this document that provide 
related information. For a list of further Web sites, see Appendix D. 
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and retaining committed and talented people in large numbers. It must ensure effective 
and efficient knowledge transfer from one generation of public service employees to the 
next. Moreover, in order to provide a high quality of service, government employees— 
both newly recruited and longer-term—amust reflect the diverse cultures, and perspectives 
of the public they serve. Employees must have access to continuous learning and 
development opportunities to allow them to adapt to today’s ever-changing world in 
creative and innovative ways. Their work must be supported by co-operative effort and 
harmonious relations between management and employees. 


It is these challenges that are driving ongoing efforts to modernize public sector human 
resources management. To that end, the employer leads various efforts, the high points of 
which are provided in this section. 


Key Partners 


In order to achieve its many strategic objectives as the employer for the Public Service of 
Canada, the Secretariat has developed a network of partners ranging from departmental 
managers to separate employers, central agencies, functional communities, and 
bargaining agents. A list of some of these partners and of selected Web sites is provided 
at the following address: http://www.tbs-sct.gc.ca/hr-rh/hrtr-or/partner-partenaires_e.asp. 


Performance by Strategic Outcome Element 

The Secretariat plays several roles in supporting people management to ensure the 
delivery of quality results to Canadians. Two overall strategic outcomes have been 
identified, focussing on the workforce and the workplace. 


Workforce: A workforce that is productive, sustainable, and representative of 
the diversity of the Canadian public it serves 


Under the “workforce” strategic outcome element, the Secretariat sought two key results: 


e acompetent federal public service committed to excellence that reflects the values 
and diversity of Canadian society; 


e aworkforce with reasonable compensation (including benefits) and working 
conditions, as well as learning and development opportunities for employees that 
support the changing needs of departments and agencies. 
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Values 


HIGHLIGHT 
Public Service employees 
_ themselves helped craft 
the Code—an important 
| statement about the proud 
_ tradition of public service 
| and its important role in 
| parliamentary democracy. 


2002-03 saw the final stages of development of the 
Values and Ethics Code for the Public Service. This 
significant document, based on several years of 
dialogue and consultations throughout the Public 
Service, will provide an essential foundation for public 
administration. This Code, which came into force on 
September 1, 2003, sets out both the values and ethical standards by which public 
service employees are to be guided in their work and professional conduct. 


The period under review was the first full year of operation for the Policy on Internal 
Disclosure of Information Concerning Wrongdoing in the Workplace. The Secretariat 
provided enhanced support to departments in implementing the policy, including 
quarterly meetings of all departmental senior officers to improve knowledge and 
understanding of their responsibilities under the Policy. 


As follow-up to the results of the 2002 Public Service-wide Employee Survey in the 
area of prevention and resolution of harassment in the workplace, preparations were 
made for in-depth focus-group testing to more fully explore the systemic issues of 
harassment and discrimination; an electronic employee survey was carried out; a 
course on prevention of harassment and discrimination was jointly developed with the 
Public Service Alliance of Canada; and the Interdepartmental Co-ordinators Network 
was resumed to provide more consistent support to staff who are responsible for the 
resolution of harassment complaints. 


Consultations regarding the Conflict of Interest and Post-Employment Code were 


undertaken and refinements and revisions were incorporated into the Values and 


Ethics Code for the Public Service. 


In 2002-03, there was also a significant increase in the level of advice and counsel 
provided to departments and agencies, functional communities, human resources, and 
other specialists and managers on policy application, implementation strategies, 
frameworks and models, and leading practices in the values and ethics domain. More 
than 100 events either initiated or supported by the Secretariat reached thousands of 
public service employees through conferences, speaking engagements, dialogue and 
training sessions, and information booths. In addition, the Web site of the Office of 
Values and Ethics was improved by expanding content and functionality. Through 
work with partners, the number and variety of subjects was increased, with a view to 
reaching a wider audience and to enhancing usefulness. 
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Challenges and Lessons Learned 


Increased attention to values and ethics is resulting in an increase in the demand for special 
learning events. In response, the Secretariat has sponsored formal, case-study dialogue sessions in 


the regions and a unique two-day workshop for the small agency community. In co-operation 
with the Canadian Centre for Management Development, an in-class and an on-line values and 
ethics course was developed, as was the major part of an on-line course on harassment prevention 
for managers and specialists. 


Diversity 
Employment Equity 
The process of modernizing Human : beuicue 
Resources Management has identified There is improved representation of all 


designated groups in the federal Public 

: : ; : Service. Three of the groups (persons 

representative, diverse, and inclusive with disabilities, Aboriginal peoples, 
ublic service as integral to the renewal and women) are represented at a 

P Sk e ae rate than their labour market 

initiative. _ availability. 


employment equity efforts to build a 


During 2002—03, work was carried out to revise the Employment Equity Policy. Early 
drafts of this Policy will serve as a basis for consultations with departments and other 
stakeholders. Completion of the final version is projected for the fall of 2003. 


The Treasury Board, as employer of the federal Public Service, provided input to the 
government response on the review of the Employment Equity Act, reaffirming a 
continuing commitment to the achievement of a representative public service. 


The revised Policy on the Duty to Accommodate Persons with Disabilities in the 
Federal Public Service came into effect on June 3, 2002. In early 2003, the 


Secretariat held information sessions across the country to communicate the new 
policy requirements to managers and employees. Twenty-five sessions were held in 
fifteen cities involving approximately 1,000 participants. In addition, the Secretariat 
has developed a survey instrument for use in determining the capacity of departments 
to implement the Policy. Information was collected from departments using the 
instrument and a focus group. The Secretariat has also enhanced its Web site to 
provide additional information for those requiring accommodation or receiving a 
request for accommodation. 
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The hiring of visible minorities is now more than double what it was two years ago. 
The overall representation has also risen, although the federal Public Service has not 
yet reached the 2003 Embracing Change benchmark of one in five for external 
recruitment, as outlined in the Embracing Change Action Plan. The Secretariat is 
continuing to support departments in achieving this target, as well as other 
benchmarks set for 2005. Information and tools profiling good practices were made 
available to departments to help in heightening awareness and, thereby, in 
implementing employment equity. For example, some of these tools supported 
managers in meeting the “one in five” Embracing Change benchmark for external 
recruitment of visible minorities. They range from products to assist managers in the 
recruitment, career development, and retention of the designated group members to 
those aimed at changing the corporate culture so that it is inclusive and welcoming. 
They include a manager’s tool kit with tips on how to recruit visible minorities, a 
training video on issues related to visible minorities and corporate culture change, and 
information on accommodations and how to arrange inclusive meetings and 
conferences. For more information, please see the Employment Equity Web site, 


especially the EE-ECSF project summary. 


A group comprising representatives from the Public Service Alliance of Canada, the 
Professional Institute of the Public Service, and departments and central agencies is 
studying the results of the 2002 Public Service-wide Employee Survey from an 
employment equity perspective and will be reporting its findings in the next reporting 
period. 


Strategic investments were made using the Embracing Change Support Fund, which 
contributed to initiatives undertaken by youth and federal regional councils. In 
addition, the fund was used to address issues of corporate culture and efforts were 
also made to engage middle managers. 


The approved distribution and allocation of central funds by department and agency 
for Embracing Change can be found at http://www.tbs-sct.gc.ca/ec-fpac/sf-fs-3_e.asp. 


To ensure continued progress, the Secretariat is assessing how policies are being 
implemented and the capacity of departments to accommodate persons with 
disabilities, as well as ensuring that employment equity considerations form part of 
the broader human resources management agenda and are included in departmental 
business plans. Performance measurement is being effected by questionnaires, focus 
groups, and an evaluation of Embracing Change initiatives to date. 
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Official languages 


As part of its efforts to achieve an exemplary public service in terms of official 
languages and as announced in the Action Plan for Official Languages, the Secretariat 
has designed a three-part approach that spans a five-year period. This approach 
encompasses an innovation component, a capacity-building component shared with 
the Public Service Commission of Canada, and the establishment of an official 
languages centre of excellence. 


On March 12, 2003, the government announced the Action Plan for Official 
Languages that outlines the commitments to ensure official languages objectives are 
met government-wide. More specifically, over the next five years, the Official 
Languages Branch at the Secretariat will be responsible for managing the Official 
Languages Innovation Program and establishing a centre of excellence. All this will 
help to achieve a public service that is exemplary in terms of official languages. 


Executives were required to meet the language requirements of their position by 
March 31, 2003, in accordance with the Policy Concerning Language Requirements 


for Members of the Executive Group. 


The Secretariat analyzed the results of a study on current attitudes towards the use of 
both official languages within the Public Service. This was the first study of its kind 
on official languages and the results will guide policy and communications work in 
the future. 


In June 2002, the Secretariat launched a project in collaboration with the Canada 
Customs and Revenue Agency on the Quality Management System for Official 
Languages. The project makes available to employees the means to facilitate creating 
and maintaining an environment conducive to a more equitable use of French in the 
workplace. Workshops were held for 800 employees to increase awareness of the 
theme Respect inspires... In the fall, awareness workshops on this theme will be 
offered to nearly 3,000 new employees at the Agency working at headquarters, as 
well as in the regions of Quebec, northern and eastern Ontario, and New Brunswick. 


To encourage a change in organizational culture and to move toward this objective, 
the Official Languages Branch works closely with its partners in the Office of the 
Commissioner of Official Languages, the Department of Canadian Heritage, 
Intergovernmental Affairs at the Privy Council Office, Communications Canada, as 
well as the standing House of Commons and Senate committees on official 
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languages. As well, the Official Languages Branch consults the Committee of Deputy 
Ministers of Official Languages, the Departmental and Core Advisory Committees, 
and the National Joint Council Official Languages Committee. 


Compensation 
A key building block in the modernization of human EE See 
eps pberchste f Th HIGHLIGHT 
resources management is classification reform. The | ie Secretariat launch ed 
Secretariat will provide the leadership and stewardship | — Late respecting the 
; , : | modernization of 
to establish a modern classification system that "standards that affecte ad 


empowers public service managers to design and _ more than 57 po of 
- he Public Service. 


implement more effective structures. The goal is to 
ensure that employees benefit from a system that sathitss ie essence of their wae 
reflects labour market realities, treats women and men equally, and fosters career 
development and mobility. 


In 2002-03, the Secretariat worked directly with departments and bargaining agents 
to modernize occupational group classification standards that impede effective 
business management. 


The Secretariat contributed to the rebuilding of system capacity by providing training, 
working tools, and an active monitoring framework that ensures the integrity of the 
overall classification system. 


The Secretariat is informing deputy ministers of the key elements of a draft 
classification monitoring framework and encouraging them to make capacity building 
in this area a priority. To assist in this endeavour, the Secretariat conducted a 
classification capacity survey across the Public Service, the results of which provided 
baseline information on departmental capacity and identified necessary supports. 


Challenges and Lessons Learned 


The key lesson learned from previous attempts at classification reform was that a mega-project, 
carried out in isolation of other human resource management functions, will not work. In 
response, the Secretariat adopted a balanced and incremental program that established direct 


linkages between classification, compensation, staffing, and the collective bargaining process. 
The Secretariat also reconfirmed the lesson that the rebuilding of a modern classification system 
must include the capacity to sustain it. The Secretariat is therefore providing upgraded training 
and working tools for the classification community. In addition, to ensure the integrity of the 
existing classification system, the Secretariat is implementing a monitoring program in 2003-04. 
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Although a strong compensation system cannot, by itself, ensure a productive work 
environment, it is an indispensable tool in obtaining, motivating, and retaining a 
competent workforce. In 2002-03, the Secretariat worked on the following projects in 
the area of compensation planning and analysis: 


e It initiated the development of a new compensation costing procedure to assist in 
evaluating classification reform. In particular, the Secretariat developed 
techniques to model the cost of proposed changes to the Foreign Service 
classification system. 


e It worked with the bargaining agents through the National Joint Council to 
develop external wage surveys. The results of these surveys will provide a 
common frame of reference for comparing federal wages to wages for similar 
occupations in the general Canadian economy. Statistics Canada has conducted a 
pre-test of a wage survey and is working on the development of a pilot survey. 


Working Conditions 
In 2002-03, the Secretariat updated and consolidated policy instruments governing 
the administration of salaries for the executive group and worked to develop 
continued improvements with respect to the Executive Performance Management 


Program. 


In a major departure from standard policy development HIGHLIGHT — 
A policy was introduced 
to ensure sustainable 


practices, the Secretariat worked jointly with the Public 


Service Alliance of Canada to study the issues associated hiring practices and fair 
treatment of term 


with term employment in the Public Service. This study, eiplayees 


which included cross-country consultations with 
employees and managers, was published in August 2002. (See the Joint Public 
Service Alliance of Canada and Treasury Board Secretariat Term Employment 
Study.) As a result of the study’s recommendations, the Secretariat shortly thereafter 
introduced the new Term Employment Policy. The Policy’s objectives are to balance 
the fair treatment of term employees with the need for operational flexibility to match 
human resources needs to business priorities. 
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Challenges and Lessons Learned 


The co-development approach to problem identification helped build trust and solid partnerships 
with unions and departments and set the stage for future joint undertakings on other employment 


policies and workforce renewal issues. Key success factors were the involvement of stakeholders 
early on; the fact that this initiative was a contributing factor in the broader human resources 
modernization agenda; and senior management’s support, commitment, and flexibility in 
assigning human resources to the project. 


Learning and Development 


The Secretariat launched the new Policy for Continuous Learning in the Public 


Service in 2002 and collaborated with departments to implement the Policy’s eight 
key commitments. The Policy defines roles and responsibilities for employees and 
departments, and the Secretariat makes several commitments, such as increasing 
investments in learning in order to enhance the development of the Public Service as 
a learning organization. 


Together, the Secretariat and the Public Service Alliance of Canada implemented and 
administered the negotiated Joint Learning Program to build enhanced labour- 
management relations. As at March 31, 2003, the administrative office was well 
established and two courses had been piloted in the regions: a one-day workshop on 
Understanding and Interpreting the Collective Agreement and a two-day workshop on 
Union-Management Consultation. 


In order to enhance the availability of learning services for all employees, the 
Secretariat, in partnership with the Canadian Centre for Management Development, 
launched an E-Learning Services pilot project. 


Workplace: The work environment is healthy and enabling 


Under the workplace strategic outcome element, the Secretariat sought two key results: 


e workplaces where efforts, innovation, teamwork, and accomplishments are valued 
and rewarded and that are safe, well-equipped, and conducive to employee 
well-being; and 


e aproductive relationship between managers, employees, and their representatives and 
enhanced leadership capacities of public service employees. 
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Employee Well-Being 


The results of the 1999 Public Service-wide Employee Survey provided the first 
comprehensive snapshot of employees’ workplaces, addressing such issues as 
diversity, career aspirations, learning, and 


HIGHLIGHT 
eer uT needs. ante results of the survey The 2002 survey results 
provided a good baseline from which to work in order indicated improvement in 


36 areas since the 1999 
survey. 


to improve the workplace and deliver better services to 
Canadians. In response to the survey, many workplace 
initiatives have been undertaken both by central agencies and line organizations. 


In 2002, the Secretariat championed a second survey to help measure progress. The 
Interdepartmental/Union Survey Working Group developed the new questionnaire, 
with themes explored in the first survey reappearing in the second and new questions 
added to address previously unexplored issues such as official languages, health and 
safety, values and ethics, retention, and labour-management relations. The second 
survey indicated very clearly that much improvement has occurred but that 
challenges remain in some areas, including harassment and discrimination; careers 
and learning; workload/work-life balance; leadership; and labour-management 
relations. 


The Survey Follow-up Action Advisory Committee (SFAAC) comprised of 
representatives from the Secretariat, departments and agencies, managers, unions, 
and consultants has been established to recommend initiatives that respond to survey 
findings over the short, medium, and long term. 


The Secretariat is conducting further study into the issues of work-life balance and 
executive health to follow up on both the public service employee surveys and the 
health survey of executives conducted with the Association of Professional 
Executives of the Public Service of Canada. 


To help managers improve their own well-being, as well as that of their staff, the 
Secretariat contributed to the publication A Fine Balance: A Manager's Guide to 


Workplace Well-Being. 


Productive Relationships 
The Secretariat has developed a proposal for a comprehensive results-based human 
resources management accountability framework that will guide the human resources 
community and managers as they take on greater responsibility for human resources 
management. This framework is driven by strategic human resources management 
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By 


outcomes and is designed to ensure continuous improvement. Initial thinking has 
been completed respecting the overall framework, including outcomes, measures, and 
an instrument suite encompassing policies, guidelines, and directives that are aligned 
to achieve targeted outcomes, evaluation of progress, clear accountability, reporting, 
and strategic planning. 


The Secretariat has undertaken to develop a leadership-management continuum. 
There are draft communication and action plans for the project, as well as a draft 
governance and committee structure. 


The Leadership Network at the Secretariat has initiated the Managers’ Project. Under 
the auspices of the project, research is being conducted in four key areas: defining a 
manager, validating managerial competencies, finding ways to better value managers, 
and identifying and developing the tools needed to support managers. The project has 
involved the creation of an advisory committee, considerable research both within 
and outside the Public Service, and consultations with stakeholders across the 
country. 


The Secretariat carried out a very successful awards and recognition program in the 
past year. The purpose of this program is to recognize, in a timely and appropriate 
way, significant contributions of public service employees through the excellence of 
the work they perform, the exemplary behaviour they demonstrate, and the positive 
results they achieve. 


There are three Public Service of Canada awards that fall within this program: 


e The Outstanding Achievement Award presented by the Prime Minister, aimed at 
senior-level employees (total of three awards in October 2002); 


e The Head of the Public Service Award given by the Clerk of the Privy Council to 
exceptional public service employees (232 recipients in December 2002); and 


e The Award of Excellence, presented by the President of the Treasury Board, 
which recognizes excellence throughout the Public Service (70 recipients in 
June 2002). 


The Secretariat is identifying, with the support of the Committee of Senior Officials 
(COSO) subcommittee, Pride and Recognition champions at the Assistant Deputy 
Minister level and is providing two information sessions to help these champions 
develop an action plan to foster a culture of pride and recognition in their respective 
organizations. 
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To ensure managers, employees, and their representatives enjoy productive relationships, 
the Public Service Pension Plan Advisory Committee continued to study and discuss 
possible recourse mechanisms for plan members, with a view to making 
recommendations to the President of the Treasury Board. The objective is to improve the 
overall effectiveness and flexibility of the Public Service Pension Plan and to ensure that 
it is responsive to workforce changes. 


Two new directors were appointed to the Public Sector Pension Investment Board and 
three others were reappointed in order to maintain a highly qualified and balanced board. 
This Board is charged with ensuring that pension assets grow over the long term at a rate 
sufficient to cover public service pension liabilities. 


Management practices 


The aforementioned activities are all designed to improve the overall workings of human 
resources management across government. The business line also undertook a variety of 
initiatives designed to advance other aspects of government-wide management reform. 


Initiatives were undertaken to further the government’s overall modern comptrollership 
efforts to provide more effective stewardship and greater transparency and completeness 
of financial information. Audited financial statements for the three major public service 
pension plans (Public Service, Canadian Forces, and the Royal Canadian Mounted 
Police) were produced for the first time and were included in the annual reports for each 
of the plans. In addition, employee and employer contribution rates under the 
government’s disability insurance plans were increased to ensure their financial viability. 
Finally, the contribution rates under the government’s employee pension plans were 
increasingly monitored in order to keep assets in line with plan liabilities. 


On-line resources and new technologies were better exploited to improve service delivery 
and overall management rigour. The Public Service-wide E-Learning Services pilot 
project was introduced, for example, to facilitate accessible e-learning for all public 
service employees. In addition, the Web was used to deliver a greater number of e-HR 
services, information and work tools to federal public service employees, managers, and 
human resources professionals. Changes were introduced to existing tools, such as the 
leadership.gc.ca Web site to improve accessibility and ease of use for users both within 
and outside of the Public Service. 
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C. Service Improvement 


Citizen-centred service delivery 


Planned Total 
Spending Authorities Actual 
Secretariat Operations 11,071 35,202 34,291 


Total 11,071 35,202 34,291 


Full-time Equivalents 109 234 a 
Note: The increase in Authorities and Actuals over the Planned Spending includes the Supplementary 


Estimates, transfers in from government-wide initiatives, transfers in from collective agreements, and 
adjustments made to the statutory authorities. 


Context 


Service Improvement is one of the three business lines of the Secretariat. It comprises all 
activities performed by the Chief Information Officer Branch (CIOB), the service-related 
activities of the Official Languages Branch, and the relevant policy elements of 
Communications and Executive Services and of the Government Operations Sector. 


The Government On-Line (GOL) and Service Improvement (SJ) initiatives are the key 
and most visible activities of the Service Improvement business line. They are led and 
co-ordinated by the CIOB, which is also responsible for the stewardship of the 
government’s IT and IM assets, including oversight of the related human, financial, and 
information resources, as well as policies and standards. 


The GOL initiative was announced in the 1999 Speech from the Throne: : 


“The Government will become a model user of information technology and the Internet. 
By 2004, our goal is to be known around the world as the government most connected to 
its citizens.” 


* 


Underlined text indicates hyperlinks to Web sites in the on-line version of this document that provide 
related information. For a list of further Web sites, see Appendix D. 
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Central funds in the amount of $280 million were allocated in 2000 for two years to 
launch and map out the initiative. Budget 2001 allocated $600 million over four years to 
implement the GOL initiative and the target date was extended to 2005. The central 
funding ($880 million) for the GOL initiative has been allocated as follows: 


Approved allocation of central funds for GOL by component—government-wide 
($ thousands) 


2000-01 2001-02 2002-03 2003-04 2004-05 2005-06 Total 


32,490 107,299 L15;/3.1 92,012 62,000 62,000 471,532 


5,341 23,945 16,400 19,600 15,000 15,000 95,286 


8,672 89,216 48,235 86,062 15,000 15,000 262,185 


5,063 3,934 13,000 13,000 8,000 8,000 50,997 
51,566 224,394 193,366 210,674 100,000 100,000 880,000 


The approved distribution and allocation of central funds by department and agency can 
be found in the 2003 GOL annual report at http://www.tbs-sct.gc.ca/report/gol- 


ged/2003/gol-ged_e.asp. 


As part of the restructuring of the Secretariat in January 2002, the SI initiative was added 
to CIOB’s mandate, with some funds to partially cover additional full-time staff 
requirements. The objective of the initiative is to improve the level of satisfaction of 
Canadians with federal services by 10 percent by 2005. 


These two initiatives are managed horizontally, as they apply to federal departments and 
agencies with significant service delivery responsibilities. The GOL and SI initiatives, 
along with the official languages component, form the government’s service agenda and 
are reported as the SI business line in this report. This does not include reporting on 
electronic service delivery projects conducted by departments and agencies. In 2002, 

31 departments and agencies were asked to report on their GOL services and related 
activities on their respective Web sites and, as of February 2003, 21 had done so. These 
organizations are also encouraged to report on GOL initiatives in their DPR. 


The government’s GOL and SI initiatives aim to improve the quality, effectiveness, and 
efficiency of Government of Canada services in both official languages and across all 
delivery channels (in person, by mail, by telephone, and on the Internet). They also aim 
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to improve citizen and business access to these services. Important elements of these 
initiatives are the effective use of information and communications technology, provision 
of services on the Internet, and the development and maintenance of appropriate policy 
frameworks and tools. These two initiatives are also focussed on setting targets for citizen 
and business satisfaction with Government of Canada services and on-line service 
delivery and measuring and communicating the federal government’s performance 
against these targets. 


Two operating principles guide GOL and SI: 


e Citizens and businesses must be at the centre of service delivery, which means that 
services are tailored to meet their needs and interests. 


e A “whole-of-government” approach is essential to drive citizen- or user-centric 
service delivery. 


While all departments and agencies are responsible for the quality and range of services 
they provide, as well as for improving access to them, the Secretariat leads and 
co-ordinates the articulation and implementation of the government-wide service agenda. 


Many factors are putting pressure on the government to improve its services and take a 
more user-centric and government-wide approach to services and service delivery. These 
include the steadily increasing demand for government information and services, the 
increased volume of transactions due in part to the aging of the population, and growing 
expectations of individuals and business for electronic services and faster service 
delivery. Canadians want “seamless” services that cross jurisdictions and do not require 
in-depth knowledge of governmental organization. They want access to government 
services anytime, anywhere. They want those services available in person, by mail, by 
telephone, and through the Internet using home, work, or public access computers or 
mobile devices of all types. They also expect their government to consult them on the 
scope and delivery of these services. 


There are many challenges associated with achieving significant service improvement. 
Change of any kind that includes extensive use of information technology, multiple 
partners and shared accountabilities, rethinking of business processes, and constant 
validation with users and clients (who can change their behaviours quickly) is risky, 
particularly in the public sector. However, the risks of not undertaking change are greater, 
as obsolete and inefficient processes and systems cannot sustain increased demand. 
Canadians expect faster, better, transparent, and more effective information and 
transaction services. Their engagement and satisfaction with public institutions are often 
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determined by their service experience; as a result, meeting service improvement goals is 
key to a relevant, effective, and dynamic public sector. 


Key partners 


The Secretariat provides leadership to and works in close collaboration with federal 
departments and agencies to deliver the GOL and SI initiatives and to ensure the 
sound management of the government’s IT and IM assets. The Secretariat works 
closely with organizations that provide government-wide services such as Public 
Works and Government Services Canada; with departments and agencies that have 
high volumes of transactions with citizens and businesses, such as Human Resources 
Development Canada and the Canada Customs and Revenue Agency; as well as with 
the four organizations leading the development of the clustered approach to service 
delivery: Communication Canada, Industry Canada, the Department of Foreign 
Affairs and International Trade, and Human Resources Development Canada. 


The Secretariat also provided strategic leadership and focus for the three communities 
of practice (Information Technology, Information Management, and Service 
Delivery) that play a key role in realizing the GOL and SI objectives. 


The Secretariat continues to work in co-operation with provinces and territories. 
There are an increasing number of inter-jurisdictional projects designed to offer more 
integrated services. 


The private and voluntary sector, academia, and the high technology sector are 
represented on the Government On-Line Advisory Panel. They provide advice to the 
President of the Treasury Board on the implementation of GOL. 
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Performance by Strategic Outcome Element 


Access: Citizens have convenient, secure, and seamless 
access to government programs and services across all 
delivery channels in the official language of their choice 


The Secretariat sought three results under this strategic 
outcome element: 


e The government will become a model user of 
information technology and the Internet: by 2005, 
Canada will have the government most connected to 
its citizens. 


e The government will provide improved access for 
Canadians to federal programs and services, and a 
broader federal presence across the country through 
the implementation of the Service Canada initiative 
and through programs and policies in areas such as 
telephone service, government communications, 
federal identity, access to information, and privacy. 


e Enhanced services will be made available to 
Canadians in the official language of their choice 
through the renewal of the Official Languages 
Program and policies and through education and 
awareness campaigns. 
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Challenges and Lessons Learned 


The GOL initiative started with the concept of using the Internet to improve government 
services and Canadians’ access to them. Its implementation focussed on making the most 
commonly used services available on-line by 2005, building the common electronic 
infrastructure to support these services, and renewing or developing the appropriate policy and 
standards framework. Good progress has been made, but the implementation process will 
impose significant challenges if the government’s targets are to be achieved by the year 2005. 


Essentially, the Secretariat and its key GOL partners recognize that the electronic channel can 
become the enabler for an integrated approach to multi-channel service delivery (e.g. by 
Internet, telephone, mail, or in person) and improvement. This would require a shift towards the 
adoption of a comprehensive service vision for the Government of Canada, which would 
demand a much higher degree of co-ordination and integration across the whole of government. 
Such an approach could lead to the transformation of government services through, for 
example, a government-wide management of service delivery infrastructure, the integration of 
services across departments, the rethinking of business processes, and the rigorous 
implementation of a government-wide information technology architecture and governance. 
The challenges of setting out and achieving such a comprehensive agenda are significant, 
ranging from the government’s capacity to deliver, the availability of the information required 
to effect change, and the time, effort, and resources required to implement such an agenda. 


This year, work to develop this comprehensive service vision has begun in partnership with 
Human Resources Development Canada, Industry Canada, the Department of Foreign Affairs 
and International Trade, and Public Works and Government Services Canada. 


Model User of Information Technology 
International recognition 


For the third year in a row, an international consultancy has singled out Canada as the 
world leader in e-government, based on the number and quality of on-line services, 
our emphasis on client relationship management, and our increasing focus on 
multi-channel service improvement. 


Generally, Canada’s GOL initiative and implementation approach are ranked high by 
international surveys and reports. For example, a recent_report published by the 
United Nations states: “Possibly more than any other country, Canada has 
demonstrated an uncanny prescience and intrinsic understanding of e-government’s 
potential and reality. Co-ordination among departments is perhaps stronger than in 
any other industrialized nation. This could be attributed to the leadership 
demonstrated by the Treasury Board, which is the focal point for the national e-gov 
program.” 
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On-line services 


As part of its GOL initiative, the Government of Canada has committed to making the 
most commonly used services available on-line by 2005. GOL by 2005 was defined 
in 2002-03 as including over 130 services from 30 federal departments and agencies. 
In 2001, nine of the services were completely on-line. In 2002, this number increased 
to 31, almost 25 percent of the GOL target. All services are now available at least 
partly on-line. Achievement of full interactivity for more than half the targeted 
services depends on the availability of the secure channel. 


Canada site and gateways 


The Canada site is a single point of access to information and services that are 
relevant to Canadians in their everyday lives, such as jobs, taxes, health, and 
immigration. The site is organized around three client-centred points of access or 
gateways: Canadians, international clients, and Canadian business. Under each of 
these gateways, related services are grouped or clustered according to subject areas 
(e.g. health, employment, taxes) or audiences (e.g. seniors, youth). The Canada site 
and three gateways are becoming the service delivery platform of choice for 
integrated on-line services. 


In 2002-03, a number of new features were added to the gateways. On the Canadians 
gateway, a benefits finder was developed to assist Canadians in identifying available 
federal and provincial benefits to which they may be entitled. The business gateway 
was expanded so that entrepreneurs have one-stop access to business support 
programs offered by provincial and territorial governments, as well as the 
Government of Canada. The non-Canadians gateway now offers information and 
services in four additional languages: Spanish, German, Portuguese, and Chinese. 
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Challenges and Lessons Learned 


The development of gateways and clusters is fostered by a horizontal approach from both a 
management and an operational perspective. Horizontality requires working across 
departments toward the common goal of improving service delivery to clients by integrating 
and transforming services to meet client needs and expectations. However, establishing 
horizontal governance structures and providing funding to gateways and clusters have been 
key challenges in the context of vertical departmental accountability and funding structures. 


In order to address these challenges, the gateways and clusters community established a 
series of interdepartmental or cross-cluster committees. These committees develop a 
corporate approach to service integration and transformation through gateways and clusters 
that recognizes and yet also transcends traditional departmental lines of business. Co- 
operation and cross-jurisdictional relationship building are key elements in the success of the 
gateway and cluster initiative. 


Similarly, funding issues were, in part, addressed by investments in common tools and 
supports that are currently available to all gateways and clusters. Common tools were 
recognized as enabling a corporate approach with the added benefit of achieving economies 
of scale through common planning, management, reporting and, where appropriate, 
administrative and financial management mechanisms. 


Leadership, accountability frameworks, and common infrastructure are key to the success of 
the horizontal approach of the gateways and clusters initiative. 


Infrastructure 


The secure channel is the supporting infrastructure for Canada’s vision for electronic 
service delivery and is critical to achieving the overall GOL goals and objectives. It 
provides highly secure access to government services to assure Canadians that the 
information they provide and the transactions they conduct with the government are 
protected. The secure channel has been designed as a government-wide infrastructure, 
thus eliminating the need for departments and agencies to build their own security, 
network, and applications services and ensuring an integrated approach to on-line 
authentication. Public Works and Government Services Canada is the secure 
channel’s delivery and implementation organization, under the direction of the 
Secretariat. More than half of the 130 services to be made available on-line by 2005 
require the authentication services provided by the secure channel. 


The year 2002-03 was critical in the secure channel development and field trial. In 
September 2002, the Government of Canada introduced the e—pass authentication 
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service. It provides the same level of confidence in an Internet environment that face- 
to-face contact, sealed envelopes, and official documents provide. 


The Government of Canada now has the capacity to issue millions of digital 
certificates to authenticated clients (businesses and individuals) who provide key 
information that is validated against existing data and transmitted securely through 
encryption services. This service allows citizens and businesses to be authenticated 
once and use their digital certificates with as many departments and agencies as they 
wish. Two interactive transactions are currently supported by the secure channel 
authentication services: Canada Customs and Revenue Agency’s on-line address 
change and Human Resources Development Canada’s on-line filing of records of 
employment. 


The secure channel also allows departments to provide Internet-based services that 
connect their clients to their systems, through an exchange service. For example, 
Industry Canada clients can now pay their licences, purchase patent registrations, and 
pay incorporation fees through a single program using credit cards; payments are 
transmitted through the secure channel service exchange directly to the Receiver 
General. This allows for immediate accounting and reconciliation and provides a 
standard Government of Canada interface to all clients for credit card payments. 


In 2002, the secure channel incorporated enhanced Internet Protocol (IP) perimeter 
defence capabilities, including intrusion detection and managed firewalls. These 
services ensure that the secure channel is not compromised. In addition, departments 
and agencies began to migrate to a new, government-wide Extranet, which connects 
individual networks and facilitates access to common government applications as 
well as the Internet. 


There are three major interrelated challenges associated with the secure channel: its 
continued availability (which is dependent on sustained funding), its adoption by 
departments and agencies as the common e-infrastructure, and the establishment of a 
manageable and responsive governance structure. Mitigation strategies were 
developed for all three, but 2003-04 will be the decisive year to fully address the 
challenges. 


Stewardship 


The Secretariat continued to work with departments and agencies to improve the 
government-wide stewardship of IT and shared administrative systems; it worked 
closely with a small number of departments and agencies to realign IT projects; and it 
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monitored the government’s key IT projects and reported to ministers on their 
progress. In 2002—03, Treasury Board ministers were provided with a draft 
framework against which IT projects could be measured and reviewed to ensure a 
whole-of-government approach, sustainability of common and shared infrastructure, 
effectiveness of IT and corporate services, enablement of client-centred services, 
leveraged investments, and enablement of service transformation. The Secretariat 
recognized that more work would be required to provide ministers with a 
government-wide view of IT assets and a more comprehensive reporting framework 
on IT projects. 


Improved Access 
Access 


The Government of Canada made substantial progress in putting information and 
transaction services on-line. All federal laws, regulations, and policies were made 
available through the Internet, as well as information about significant programs. 

Similarly, all key forms are available on-line. 


Challenges and Lessons Learned 


The Industry Canada Community Access Program (CAP) has been very popular, giving people 
access to the Internet at 8,800 sites across Canada. But while information and computers are 
available at CAP sites (primarily community centres, libraries, and schools), 15 percent of the 
population cannot read regular print, whether on screen or paper, because of literacy challenges 
or disabilities. Web-4-All, a GOL pilot led by Industry Canada, has created a customizable 
computer interface based on universal design principles so each user can select, save, and deploy 
his or her own interface preferences using smart card technology. A smart card 1s a plastic card 
with an embedded integrated circuit for storing information. Web-4-All technology is making it 
possible for the approximately 3.3 million print-handicapped Canadians, the aging senior 
population, and new Canadians to access the same electronic services as other Canadians. 
Web-4-All is also attracting a lot of interest from private sector organizations and the 
government is working with them in the development of smart cards and card readers. Some 
provincial ministries responsible for library and educational services are also interested in 
building this technology into their procurement process specifications for standardized library 
and school services. 


Service Canada 


During 2002-03, Service Canada successfully made the transition from a 
Secretariat-led, multi-faceted pilot project to a more clearly defined and focussed 
information service, integrated into host partners’ in-person service delivery 
operations. There are 223 access centres with a presence in every province and 


43 


TBS Departmental Performance Report 


44 


territory of Canada, half of them in small and rural communities. This past year, 
Human Resources Development Canada led and co-ordinated the management and 
operation of the Service Canada in-person network, and Communication Canada 
continued to manage the telephone and Internet access services. The development of 
longer-term sustainability strategies was initiated in 2002-03. 


Policy and Standards 


In May 2002, the Secretariat introduced the Privacy Impact Assessment Policy. This 
Policy requires departments and agencies to conduct assessments for any new or 
redesigned service that may raise privacy issues. It ensures that services are available 
on-line, or through more traditional service channels, only when they provide good 
privacy protection. A practical tool kit that includes templates, fact sheets, and best 
practices was developed and provided to departments to facilitate their assessment 
and implementation of the Policy. 


The Secretariat also issued guidelines for departments and agencies on the use of 
cookies and on providing proper notice and obtaining informed consent with regard to 
the possible collection and use of personal information. 


In 2003, the Secretariat finalized revisions to the Policy on the Management of 
Government Information, the result of collaboration with a wide range of government 
institutions. The Policy seeks to ensure that federal institutions manage the 
information under their control efficiently and effectively throughout its lifecycle. 


The Secretariat continued to develop the Framework for the Management of 
Information in the Government of Canada (FMI). The FMI is a key initiative aimed at 
modernizing and mapping the strategic direction and landscape for the management 
of information in the Government of Canada. It will assist government departments 
and agencies by providing authoritative, comprehensive, and integrated guidance on 
how to best manage information to support service delivery. The FMI will also 
provide a focus for the implementation of information-related legislation and policies, 
including the Policy on the Management of Government Information. 


The Secretariat issued several guidelines on metadata for departments, clusters, and 
gateways. These guidelines accompany the 2001 Treasury Board Information and 
Technology Standard (TBITS) 39.1: GOL Metadata Standard and help federal 
institutions comply with the Common Look and Feel Standard 6.3, which stipulates 
that all government Web sites must apply five mandatory metadata elements to 
describe their Web resources. Metadata are necessary to support navigation, 
searching, information sharing, and the interoperability goals of GOL. The common 


TBS Departmental Performance Report 


standard adopted, the Dublin Core, ensures that a core set of elements are shared 
across disciplines or within any type of organization needing to organize and classify 
information. 


In June 2002, a review of the policy requirements concerning the use of the Social 
Insurance Number and data matching was initiated. Consistent with the Secretariat 
stewardship of the policy governing these two important privacy considerations, the 
review is intended to modernize the policies and provide clear direction to all federal 
institutions subject to the Privacy Act. 


The Secretariat continued to develop the Management of Information Technology 
Security Standard under the revised Government Security Policy. This standard was 
extensively reviewed with departments and agencies and work will conclude in 
2003-04. 


January 2003 was the implementation target for all departments and agencies to be 
compliant with the Common Look and Feel (CLF) standards for federal Web sites. 
Federal sites now incorporate a common layout, graphic standards, and symbols. CLF 
best practices were developed throughout the year by departments and agencies under 
the auspices of the interdepartmental Internet Advisory Committee. These best 
practices touch on accessibility, official languages, navigation and format, 
cybersquatting, collaborative arrangements, e-mail, and important notices. 
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Challenges and Lessons Learned 


The Secretariat faced two major challenges from a CLF perspective—the Treasury Board 
ministers’ direction of a common look and feel for all Government of Canada Web sites, and 
the GOL strategic objective that all Canadians, regardless of their Internet ability, geographic 
location, or official language, should have equal access to government on-line services and 
information. The risk of failure in satisfying these two objectives was appreciable given the 
dozens of federal institutions and, hundreds of Web sites involved, as well as the short time 
frame and lack of precedent. 


The Secretariat drew upon the considerable expertise of the existing communities of practice 
within the Public Service through an interdepartmental co-ordinating council and working 
groups. It was determined that common standards that applied to every government Web site 
were the only way to provide a recognizable federal identity, a common user experience, and 
the flexibility that institutions required to address the unique service needs of their individual 
clients. Development time of the standards was shortened by the adoption of proven 
international guidelines for accessibility. This adoption also had the benefit of making readily 


available software products and tools from major IT suppliers that helped departments to 
defray the costs of making their Web sites more accessible to persons with disabilities. 
Common software and implementation tools developed by communities of practice are 
maintained in a depository available for use by any department at no cost. 


There were a number of setbacks, for example, due to vendors failing to provide promised 
products that would provide access for those clients with special needs to much of the legacy 
information found on government Web sites. The Secretariat worked with departments to find 
practical solutions by setting priorities for the conversion of legacy information to accessible 
format based on client interests and by providing access to legacy information by alternative 
means. Some of the lessons learned confirm that public service employees possess 
considerable expertise that can resolve complex service and technical issues and implement 
cost-effective solutions. This can be done by using a less traditional, more collaborative, 
cross-departmental structure to manage initiatives. These approaches will be used in the 
future to sustain the effectiveness and viability of the standards in the face of continuous 
changes to Internet technologies and increasingly sophisticated services, including 
individualized and cross-jurisdictional offerings. 


Official Languages 


Service to Canadians in the official language of their choice remains elusive in too 
many of the offices and service areas where it is required. To improve this situation, 
during 2002-03, the Secretariat, with partner departments and agencies, developed an 
action plan for the renewal of the program and the modernization of official 
languages policies and practices. In this regard, the 2003 budget allocated additional 
resources to implement the action plan. These resources will enable the Secretariat to 
strengthen its monitoring capacity and make progress towards its objective to create 
an exemplary public service in the area of official languages. 
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The action plan also allocated $14 million over the next five years to support targeted 
activities that will help federal regional councils and federal institutions to design and 
implement innovative projects that will foster improved services to the public in both 
official languages and focus on other key issues and objectives of the program. The 
Secretariat’s Official Languages Branch will manage the fund. 


In 2002-03, a survey was conducted in British Columbia on Francophones’ 
perception of services available in their official language. It arose from a consultation 
project that aimed to sensitize managers of federal institutions to the delivery of 
bilingual services. The project and the survey were carried out in collaboration with 
the Fédération des francophones de la Colombie-Britannique (British Columbia 
Federation of Francophones) and federal institutions. This concerted action stimulated 
dialogue and is seen as a successful outcome to improve services. 


A telephone survey was begun in March 2003 to determine the extent to which 
offices and service points of federal institutions actively offer their services in both 
official languages to minority official language communities. The results, which will 
be broken down by province or territory and by institution, will serve to inform 
institutions of deficiencies and to suggest solutions. The report should be complete by 
fall 2003. 
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The Secretariat sought the following result: 


A measurable improvement in Canadians’ overall satisfaction with the delivery of 
key government services by 2005 through the successful implementation of the 
Service Improvement initiative and increased organizational effectiveness. 


Measurable Improvement in Canadians’ Satisfaction 
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Client satisfaction 


According to the most recent Citizens First study, Canadians rated their overall 
satisfaction with federal services in 2002 at 64 percent; their satisfaction with on-line 
services is 68 percent. Their satisfaction with federal services has increased steadily 
(7 percent) since 1998. 


Service Reputation Score (global) 


Service Experience Score (service-specific) 


e The second annual report on the GOL initiative, Government On-Line 2003, 
highlights progress to date on electronic service delivery improvement and points 
the way to 2005 and beyond. 


e On-line use of federal services has increased significantly from 61 percent of 
Canadian Internet users who visited a Government of Canada Web site at least 
once in 2000 to 70 percent in 2002. Health, taxes, and employment are some of 
the most popular on-line services. 


Measurement 


In 2002-03, the Secretariat developed a performance measurement framework for the 
GOL and SI initiatives, which encompasses three main outcomes—citizen- or client- 
centred government; better, more responsive service; and capacity for on-line service 
delivery. For each of these outcomes, specific indicators have been developed and 
work is underway to develop performance measures. One of the most significant 
developments over the past year was the revision of the Common Measurements Tool 
that now provides a consistent approach for collecting client satisfaction information 
across departments and agencies, no matter which delivery channel is used (e.g. in 
person, Internet, mail, or telephone). 
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Adoption and publishing of service standards 


The Secretariat led an interdepartmental discussion with the federal telephone service 
delivery community that resulted in a consensus on the approach to be taken for the 
expression of telephone service standards. While arriving at a common standard 
across all government departments and agencies was determined not to be feasible, 
there was agreement on the use of common language and metrics to express and 
report on standards, thus permitting a comparison across organizations and making 
results more meaningful. The Secretariat will take a similar approach to service 
standards across the other delivery channels. The Secretariat encouraged departments 
and agencies to follow best practices in posting their service standards and results 
measured against them on their Web sites. 


Communications 


2002-03 was the first year in which the new Communications Policy of the 
Government of Canada was in effect. Its goal is to ensure well co-ordinated and 
effective communications management that is responsive to the diverse information 
needs of Canadians. The Policy establishes standards for all departments and agencies 
in providing information services that meet the needs and interests of citizens. A 
formal review of the Policy will take place within five years of its effective date. 


The Federal Identity Program (FIP), which complements and supports the Policy, also 
aims to improve service to Canadians. FIP facilitates public access to government 
programs and services through clear and consistent identification that helps citizens to 
recognize them at a glance. In March 2003, the new FIP Web site went on-line to 
better assist departments and agencies in their application of the government’s 
corporate identity standards. 


Reporting to Parliament 


Information on the Service Agenda and the GOL and SI initiatives are consistently 
included in the Secretariat’s RPP and DPR. In addition, senior officers regularly 
appear before parliamentary committees to discuss developments and challenges 
related to GOL and SI. Officers of Parliament are also consulted on policy and 
standards in development. (For example, the Office of the Privacy Commissioner was 
extensively consulted on the development of the Privacy Impact Assessment Policy; 
that office, the Office of the Commissioner of Official Languages, and the Office of 
the Information Commissioner were consulted on the revisions to the Policy on the 


Management of Government Information. ) 
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Departments and agencies subject to SI are required to report on their service 
improvement activities in their respective DPRs. The Secretariat monitors the level of 
reporting government-wide. A review of 2001—02 DPRs indicated that SI was noted 
in only 22 of 47 reports; ten of the reporting organizations had conducted a client 
satisfaction survey during the year. In an effort to simplify and standardize reporting 
by departments and agencies, the Secretariat began work to revise the SI-DPR 
reporting template. A focus on implementation of the initiative should be reflected in 
increased levels of SI reporting in 2002—03 DPRs. 


Organizational readiness in human resources 


The implementation of GOL and SI is beginning to drive a better understanding of the 
need for an agile public service workforce with significant adaptive capacity. To 
support this direction, the Secretariat continued to enhance its community of practice, 
competency-based strategy to help departments and agencies identify and address 
recruitment, retention, development, and other human-capacity issues related to 
change management in the Information Technology, Information Management, and 
Service Delivery communities of practice. In 2002—03, the Secretariat continued to 
provide the training program for the management development of IT professionals; 
developed the first-ever competency profiles and tools for IM professionals and front- 
line service delivery personnel and their managers intended for application on a 
whole-of-government basis; and continued to enhance its Web-based services and 


self-assessment tools. (See http://www.cio-dpi.gc.ca/oro-bgc/index_e.asp. 


Management Practices 


The GOL and SI initiatives are managed through five key interdepartmental 
committees, as well as working groups and issue- and expertise-related committees. 
Over the past year, changes have been made in the GOL and SI governance structure 
to promote the shift towards a comprehensive multi-channel service vision and pave 
the way for long-term governance of a more integrated, enterprise-wide service 
delivery agenda. 


The evolution of the gateways and clusters has shifted from a Secretariat-led process 
to a more horizontal interdepartmental approach. For example, funding decisions are 
increasingly focussed on supporting common tools and have evolved to an 
interdepartmental horizontal co-management of funds. The Secretariat continues to 
identify shared accountability frameworks and is exploring the establishment of 
common mechanisms to improve operational efficiency. 
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The Organizational Readiness Office is a centre of expertise in nurturing informal 
workplace learning and knowledge sharing networks commonly referred to as 
communities of practice. Its leadership development programs are anchored in the IT 
and IM domains and are strategically aligned with GOL and SI. 


Service improvement and new directions in government services and business 
processes are largely driven through projects that rely extensively on information 
technology. In recognition of this, and as part of its ongoing stewardship role, the 
Secretariat monitors all key IT projects, from the initial business cases through the 
project definition phase (preliminary project approval) to design, development, and 
implementation (effective project approval); it also reports to Treasury Board 
ministers on key IT projects. 


In 2002-03, the Business Transformation Enablement Program (BTEP) was 
developed and piloted. The BTEP will provide strategies, methods, models, and 
frameworks, as well as strategic alignment tools to facilitate the mapping, analysis, 
and design of programs and services across government. This includes the standards, 
federated designs, and enterprise architecture capabilities to allow the Government of 
Canada to achieve technical, information, and business interoperability.. 
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D. Secretariat Administration 


anne ota 
Spending Authorities Actual 
Secretariat Operations 34,531 45,183 41,777 
Centrally Administered Funds 10,000 10,000 - 
Total 44,531 55,183 41,777 


Full-time Equivalents 308 ars 314 


Note: The increase in Authorities and Actuals over the Planned Spending includes the Supplementary 
Estimates, transfers in from government-wide initiatives, transfers in from collective agreements, and 
adjustments made to the statutory authorities. 


Context 


Reflecting the values outlined in Results for Canadians, the Secretariat’s administration 
is focussed on managing resources; supporting a modern, effective, and representative 
workforce; and constantly improving client-centred corporate service delivery. These 
efforts are being carried out within the government-wide efforts to implement modern 
comptrollership, improve human resources management, and put government services 
on-line. 


Key Partners 


The Secretariat works in close collaboration with other federal government departments, 
as well as provincial governments, academia, and the private and voluntary sector to 
ensure that the Secretariat is equipped to meet its mandate and goals. 


Performance 


The Secretariat sought the following result: 


e To achieve its objectives while managing within the principles of Results for 
Canadians. 


The Secretariat has established and carried out during 2002-03 a new strategic planning 
cycle, including the production of an Environmental Scan, which allowed it to make 
informed decisions on priorities and resources and to complete the Strategic Planning and 
Results Framework, which was shared with all Secretariat employees. The Framework is 
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built around three major strategic outcomes: Stewardship, Human Resources 
Management, and Service Improvement and constitutes the logic model used to structure 
the DPR and the RPP. The Secretariat is continuing to further refine its Strategic 
Planning and Results Framework. Included in this work is the development of 
performance measurement strategies which will assist in determining the degree to which 
desired strategic outcomes and elements have been achieved over time. The Secretariat 
has also begun to build an intregrated approach to risk management into the strategic 
planning cycle. The completed Information Management and Information Technology 
Strategy will serve to guide management improvement plans over the next three to five 
years. 


The internal audit and evaluation functions continued to be strengthened during the past 
year. The risk-based audit plan was updated, two audits were conducted, and a three-year 
plan was approved. The Internal Audit and Evaluation Committee was active throughout 
the year making the connection between audit and evaluation activity and executive 
decision making in the department. A project was completed late in the year that 
recommended a more strategic approach to evaluation in the department. The Internal 
Audit and Evaluation Division also played the role of liaison with the Office of the 
Auditor General. This role is very important to the department, due to the high level of 
activity of the Office of the Auditor General at the Secretariat. It is estimated that at least 
one-third of the division’s resources is dedicated to this function and that there are many 
more resources invested each year throughout the Secretariat as it supports the work of 
the Auditor General. 


A Human Resources Plan for the Treasury Board of Canada Secretariat, published in the 
fall of 2001, focusses on the key human resources challenges facing the Secretariat: 
workload management and work-life balance, recruitment and retention, leveraging 
knowledge and learning, and ongoing public service human resources policies and 
programs. Executive-level champions provided leadership and direction for a wide range 
of initiatives in 2002-03, including a commitment for all executives to participate in the 
Leadership Development Program and 360° feedback exercise by November 2004; 
consultations and branch follow-up on the results of the Duxbury-Higgins study on work- 
life balance; a new strategic planning cycle to improve priority setting and work 
planning; simplification of the Treasury Board submission process; a study of staff 
mobility and implementation of the resulting recommendations; a mentoring program; a 
study and recommendations on informal learning; and implementation of our 
employment equity, official languages, and awards and recognition programs. 


The Secretariat began the development of an IM/IT strategic plan in 2002-03. This is a 
significant initiative, in that the Secretariat needs to have leading-edge and innovative 
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IM/IT capabilities to reflect its leadership role in this area within the government and to 
support it in assisting the Management Board. Internal business needs and external 
regulatory pressures are driving the need to assess the way the Secretariat manages 
electronic information. The IM/IT strategic plan will enable the Secretariat to set clear 
goals and to have a plan to guide the achievement of these goals. The IM/IT vision calls 
for the Secretariat to have a modern, business-enabling IM/IT environment helping to 
make it exemplary in its use and management of IM/IT. 


The Secretariat has started the development of a new Salary Management System which 
will provide managers with better financial information on salary expenditures. As well, 
planning of the SAP Enterprise upgrade has started and is scheduled for completion in the 
fall of 2004 or spring of 2005. 


The Secretariat continued to manage its international and regional activities effectively 
through its International Relations Office. Some 50 visiting international delegations 
were managed in 2002-03, as well as roundtables and work plans for bilateral relations 
under existing MOUs with the U.K. and France. In addition, major presentations were 
made at several international organizations and conferences (including the 
Commonwealth Association of Public Administration and Management in Glasgow, a 
special roundtable at the Canadian Embassy in France, and presentations made by the 
Chief Information Officer in Singapore, Belgium, France, and Italy). Ongoing effective 
national secretariat support was provided for continuing development of the federal 
regional councils, including support to engage the Secretariat representatives and the 
other central agencies with each of the 12 councils to ensure effective two-way 
communication and regional participation regarding government-wide initiatives and 
challenges. In support of the follow-up to the Task Force on the Co-ordination of Federal 
Activities in the Regions, a guide on managing collaborative arrangements is available on 
the Web. The guide was developed in collaboration with Secretariat officials, regional 
financial officers, and program managers and has been very well received by the regions. 
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Section III: Financial Performance 
Table 1: Summary of Voted Appropriations ($ thousands) 


Table 1 details the way Parliament votes resources to the Secretariat, including voted 
appropriations and statutory authorities, and details the actual usage of those resources by 
the Secretariat. 


Financial Requirements by Authority 


:  . _ . Planned Total 
Vote 2 _ Spending Authorities _ Actual 
Management Board Program 
] Operating Expenditures’ 1195109 1797505 170,142 
2. Grants and Contributions” 18,600 18,850 17,107 
(S) President of the Treasury Board — 
Salary and motor car allowance® 65 70 70 


(S) Contributions to Employee Benefits Plans 14,798 L673 16,713 
(S) Court awards - - 
(S) Refunds of amounts credited to revenues in 
previous years - 17 17 
(S) Spending proceeds from the disposal of surplus 
Crown Assets 


5 Government Contingencies" 740,000 670,146 - 
10 Government-wide Initiatives* 40,808 13,538 - 
15 Collective Bargaining" - - - 
20 Public Service Insurance 1,201,702 e205 7: 1,166,673 
(S) Public Service Pension Adjustment Act 30 13 13 


(S) Special Retirement Arrangements Act - - - 
(S) | Unallocated employer contributions made under the 

Public Service Superannuation Act and other 

retirement acts and the Employment Insurance Act. - S3F/52 83,753 
(S) Payments for the pay equity Settlement pursuant to 

section 30 of the Crown Liability and Proceedings 


Act - 16,020 16,020 
ee 
Total 2,145,112 2,203,800 1,470,518 


Planned Spending is the amount included in the department’s 2002—03 RPP and indicates amounts 
planned at the beginning of the year. 

Total Authorities include $118,007 thousands reported in the 2002-03 Main Estimates, plus additional 
funding of $61,496 thousands as follows: $54,615 thousands from the 2002-03 Supplementary 
Estimates, transfers in from Vote 10, Government-wide Initiatives ($3,917 thousands) for initiatives such 
as the Employment Equity Embracing Change Programs, the Internal Audit Policy, Comptrollership 
Modernization and Human Resources Modernization, and for transfers in from Vote 15, Collective 
Agreements ($2,449 thousands), a transfer in of the Crown Corporation Policy ($514 thousands). 
Actual expenditures were $9,361 thousands less than anticipated. This is primarily due to a major re- 
organization in the area of the Human Resources Management Office and delays in the litigation 
process of two important court cases within the Pension Benefit Division. 

Actual expenditures were less than anticipated with the Youth Internship Program. 

° Planned Spending is $65,218. Authorities and Actual Spending are $69,521. 


Centrally financed votes reflect permanent transfers to other departments that reduced the Secretariat's 
Authorities. The DPRs of recipient departments show these authorities and actual expenditures. 


The large difference between Total Authorities and Actual is largely due to $670,000 thousands lapsing 
in Vote 5, Government Contingencies. This Vote has two main purposes: to supplement other 
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appropriations for paylist requirements and to provide temporary funding for miscellaneous, minor, and 
unforeseen requirements. Sums temporarily allotted for non-paylist purposes are repaid to this Vote by 
departments when Parliament approves funding. At the end of the fiscal year, the balance of this Vote is 
lapsed. 
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Table 2: Departmental Planned Spending versus Actual Spending 
by Business Line ($ thousands) 


Table 2 details resources used by business line, in comparison to the resources voted by 


Parliament as indicated in Table 1. 


_ Total Les: 
_Grants& Gross  Respend- 


_ Business Lines ss FTEs Operating’ butions tures Revenues" 


Total 
Ne 


 Contri- Expendi- able Expendi- 


_ tures — 
EXPENDITURE MANAGEMENT AND 
PLANNING 
Secretariat Operations 
(Planned Spending) 188 19.215 - 19.215 - 1920S 
(Total Authorities) 198 21,297 LOVE 2317 Me D317 
(Actuals) 192 20,810 20 =. 20,830 - 20,830 
Centrally administered Funds’ 
(Planned Spending) - 750,000 - 750,000 - 750,000 
(Total Authorities) - 670,146 - 670,146 - 670,146 
(Actuals) - - - - - - 
COMPTROLLERSHIP 
Secretariat Operations 
(Planned Spending) 220 249739 =yee 24,739 steel ass 39 
(Total Authorities) 220 26,959 - 26,959 = « 26,959 
(Actuals) 207 26,661 - 26,661 - 26,661 
Centrally administered Funds’ 
(Planned Spending) - 16,003 - 16,003 - 16,003 
(Total Authorities) 5 2,497 - 2,497 - 2,497 
(Actuals) - - - - ~ = 
INFORMATION MANAGEMENT/ 
INFORMATION TECHNOLOGY 
Secretariat Operations 
(Planned Spending) a2 8,416 : 8,416 : 8,416 
(Total Authorities) 202 31,487 - 31,487 = wa th437 
(Actuals) 181 31,037 - 31,037 - 31,037 
HUMAN RESOURCES MANAGEMENT 
Secretariat Operations 
(Planned Spending) 358 52,646 18,600 71,246 6,021 65,225 
(Total Authorities) 493 73,734 ~ T8830 ~” OZ O14 2,854 89,760 
(Actuals) 456 68,293 17,097 85,390 2,029 83,361 


Centrally financed votes reflect permanent transfers to other departments that reduced the Secretariat's 


Authorities. The DPRs of recipient departments show these authorities and actual expenditures 


2 Includes capital expenditures. 
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(Table 2, cont’d) 


______ Business Lint 
Centrally administered Funds’ 


(Planned Spending) Srel3333537 0153335537 wl 00 Gal) 16.537 

(Total Authorities) - 1,441,564 - 1,441,564 135,559 1,306,005 

(Actuals) - 1,402,018 - 1,402,018 135,559 1,266,459 
CORPORATE ADMINISTRATION 

Secretariat Operations 

(Planned Spending) 312 34,977 - 34,977 - 34,977 

(Total Authorities) 323 45,629 - 45,629 - 45,629 

(Actuals) 318 42,170 - 42,170 - 42,170 
Centrally administered Funds’ 

(Planned Spending) - 10,000 - 10,000 - 10,000 

(Total Authorities) - 10,000 - 10,000 - 10,000 

(Actuals) - - - - - - 
Total 

(Planned Spending) 1,160 2,249,533 18,600 2,268,133:123,0212, F453 142 

(Total Authorities) 1,436 2,323,363 18,850 2,342,213 138,413 2,203,800 

(Actuals) 1,354 1,590,989 17,117 1,608,106 137,588 1,470,518 
Other Revenues and Expenditures 

Non-respendable Revenues 

(Planned Spending) 8,500 

(Total Authorities) Ore 

(Actuals) OBS ga | 
Cost of Services provided by other departments 

(Planned Spending) 138120 

(Total Authorities) 13,799 

(Actuals) 13,799 
Net Cost of the Secretariat 

(Planned Spending) 2,149,732 

(Total Authorities) 2,208,022 

(Actuals) 1,474,740 


Centrally financed votes reflect permanent transfers to other departments that reduced the Secretariat’s 
Authorities. The DPRs of recipient departments show these authorities and actual expenditures. 


2 Includes capital expenditures. 
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Table 3: Historical Comparison of Departmental Planned Spending 
Versus Actual Spending by Business Line ($ thousands) 


Table 3 provides an historical perspective on how resources are used by the Secretariat. 


_ 2002-03 
Actual Actual Planned Total 
2000-01 2001-02 Spending Authorities Actual 


in 
Expenditure Management and 
Planning 
Secretariat Operations 15,875 17,920 19,215 Pal ieee gl 20,830 
Centrally administered Funds' : : 750,000 670,146 : 
Comptrollership 
Secretariat Operations 21,413 26,985 24,739 26,959 26,661 
Centrally administered Funds’ : = 16,003 2,497 - 
Service and Innovation 7 
Secretariat Operations 9,790 10,871 - - - 


Information Management and 
Information Technology 


Secretariat Operations 25,334 35,716 8,416 31,487 31,037 
Human Resources Management 

Secretariat Operations 56,385 79,904 65/225 89,760 83,361 

Centrally administered Funds’ 4,004,033 1,336,700 L216,537. 1,306,005 1,266,459 
Corporate Administration 

Secretariat Operations 39.535 38,205 34,977 45,629 42,170 

Centrally administered F und! - - 10,000 10,000 - 
Total 4,172,365 1,546,361 2,145,112 2,203,800 1,470,518 


: Centrally financed votes reflect permanent transfers to other departments that reduced the Secretariat's 


Authorities. The DPRs of recipient departments show these authorities and actual expenditures. 


The Service and Innovation business line was dismantled and services were realigned throughout other 
business lines. 
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Table 4: Crosswalk between Strategic Outcomes and Business Lines 


($ thousands) 


Table 4 identifies the resource relationship between Strategic Outcomes and 


Business Lines. 


Management Board Program 


Expenditure Management and Planning 


Planned 
Authorities 
Actuals 
Comptrollership 
Planned 
Authorities 
Actuals 
Information Management/ 
Information Technology 
Planned 
Authorities 
Actuals 
Human Resources Management 
Planned 
Authorities 
Actuals 
Corporate Administration 
Planned 
Authorities 
Actuals 
Total 
Planned 
Authorities 
Actuals 


768,619 
690,867 
20,240 


40,742 
29,456 
26,661 


809,361 
720/323 


1,280,149 
25,097 
1,347,549 


1,280,149 
393,092 


44,531 
DISS 
41,777 


44,531 
55,183 


769,215 
691,463 
20,830 


40,742 
29,456 
26,661 


8,416 
31,487 
31,037 


1,281,762 
1,399,705 
1,349,820 


44,977 
55,629 
42,170 


ZAAS 12 
2,203,800 


Actuals 46,901 34,291 1,347,549 41,777 1,470,518 
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Table 5: Revenues by Business Line ($ thousands) 


Table 5 identifies revenues received by the Secretariat from sources both internal and 
external to government. 


Respendable Revenues 
Expenditure Management and Planning 14 - y 
Comptrollership 34 E 2 5 : 


Information Management and Information 
Technology 124 


Human Resources Management 


Secretariat Operations 2359 1,745 6,021 2,854 2,029 
Centrally administered Funds 69,352 136,607 117,000 135559 135,559 
Corporate Administration | - - - - 
Total Respendable Revenues 71,910 138,352 123,021 138,413 137,588 


Non-respendable Revenues 


Revenue from Parking Fees 8,164 8,510 8,500 OTT 9,577 
Total Non-respendable Revenues 8,164 8,510 8,500 9,577 9,577 
Total Revenues 80,074 146,862 131,521 147,990 147,165 
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Table 6: Statutory Payments by Business Line ($ thousands) 


Table 6 identifies statutory payments made by the Secretariat. 


Business Lines _ 


Expenditure Management and Planning’ 15793 1,920 2,770 3,048 3,048 
Comptrollership' 2,087 2,070 3,077 3,048 3,048 
Service and Innovation! 898 560 Ee Z E 
Information Management and Information 
Technology ' 155? 1,399 1,134 IPR? 2,352 
Human Resources Management 
Contributions to Employee Benefit Plans 4,591 4,375 4,809 6,175 63175 
Public Service Pension Adjustment Act 50 oo 30 13 13 
Unallocated employer contributions made 
under the Public Service 
Superannuation Act and other 
retirement acts and the Employment 
Insurance Act 13,754 287,982 - 83,753 83,753 
Special Retirement Arrangements Act - 4,700 - - - 
Payments for the pay equity settlement 
pursuant to section 30 of the Crown 
Liability and Proceedings Act 3,020,926 55,497 - 16,020 16,020 
Total 3,039,321 352,593 4,839 105,961 105,961 
Corporate Administration 
President of the Treasury Board — Salary 
and Motor car allowance Sie 68 65 70 70 
Contributions to Employee Benefit Plans 2,598 2118 3,008 2,090 2,090 
Court Awards 133 + - - - 
Refunds of amounts credited to revenues 
in previous years 33 218 - 17 iN 
Total 2,816 3,068 3,073 2,177 ZATT 
Total Statutory Payments 3,048,474 361,610 14,893 116,586 116,586 


" Contribution to Employee Benefits Plans. 
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Table 7: Transfer Payments by applicable Business Line ($ thousands) 


Table 7 summarizes the transfer of resources to individuals or organizations. 


GRANTS 


Expenditure Management and Planning 
Grant to the Organisation for Economic Co- 
operation and Development (OECD) 
Reallocation Project. - - - 20 20 


Service and Innovation 
Centre Francophone d'informatisation des 


organisations 50 : 2 : : 
Comptrollership 

CCAF-FCVI (formerly the Canadian 

Comprehensive Auditing Foundation) TS - - - - 
Human Resources Management 

Public Service Alliance of Canada - - - 250 250 
Total Grants 125 - - 270 270 
CONTRIBUTIONS 
Human Resources Management 

Youth Internship Program 8,754 17,645 18,600 18,580 16,847 

Conference Board of Canada 50 - - - - 


Information Management and 
Information Technology 


Canadian Standards Association 10 : 3 = . 
Total Contributions 8,814 17,645 18,600 18,580 16,847 


OTHER TRANSFER PAYMENTS 
Human Resources Management 


Public Service Insurance’ 266 aD5, 500 500 302 
Public Service Pensions 50 40 30 13 13 
Total Other Transfer Payments 316 367 530 513 315 
Total Transfer Payments 9,255 18,012 19,130 19,363 17,432 


‘Benefit Plan for survivors of employees slain on duty and Special Indemnity Plan for spouses of 


Canadian Forces attachés. 
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Table 8: Contingent Liabilities ($ thousands) 


List of Contingent Liabilities __ March 31, 2001 March 31, 2¢ 


Pending and Threatened Litigation 30,014,139 30,014,167 33,095.91 
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Appendix A: Organization of the Secretariat 


Ombudsman 


Corporate Strategic Policy 
Services and Planning 
(6) Secretariat 


(6) 


Legal Services Communications and 
(6) Executive Services 


(6) 


Government Economic Social and Expenditure and Comptrollership 
Operations Sector Sector Cultural Management Branch 
G3) (1) Sector Strategies Sector CE) (2) 


(1) (1), (2), 3) 


Human Resources Government Chief Information Official Languages 
Management Office Travel Officer Branch Branch 
(5) Modernization Office (3), (4) (3), (4), (5) 


(5) 


* These numbers refer to business line accountabilities. (See following page.) 
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Approved Business Lines 


I) 


2) 


3) 


4) 


5) 


6) 
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Expenditure Management and Planning—government-wide resource allocation 
consistent with government priorities and the fiscal framework 


Comptrollership—management practices that focus on results and values, integrate 
financial and non-financial results information for planning and reporting, respond 
to risks responsibly, and provide appropriate systems of control 


Service and Innovation—an innovative, citizen-centred public service that responds 
to Canadians’ priorities for service improvement and is committed to the goal of 
delivering services that meet or exceed their expectations 


Information Management and Information Technology—affordable and responsive 
delivery of government services through the strategic use of information 
management and information technology 


Human Resources Management—a public service that is results-driven, 
values-based, representative and learning-oriented 


Corporate Administration—the provision of effective corporate services that 
support all business lines in meeting their objectives 
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Appendix B: Reporting on Government-wide 
Initiatives 


Departments are required to report on certain government-wide themes and initiatives. 
This section provides information on the Secretariat’s progress in implementing its 
Sustainable Development Strategy and its approach to procurement and contracting. 
Modernizing comptrollership within the Secretariat and efforts to address key human 
resources issues and put information on-line are an integral part of the administration of 
the Secretariat. Progress on these initiatives can be found in Section D, Secretariat 
Administration. 


Sustainable Development 


During 2002-03, implementation of the Secretariat's second Sustainable Development 
Strategy continued, directed by the detailed work plan developed the previous year. Each 
Assistant Secretary responsible for specific activities had endorsed the work plan. This 
concrete show of support from senior management helped ensure activities were carried 
out as planned to achieve the goals laid out in the strategy. 


Facilitating solutions and supporting departments in achieving Sustainable Development 
goals 


Achievements: 


¢ The Contaminated Sites Management Policy came into effect on July 1, 2002. 


¢ A draft Green Procurement Policy was prepared by the Treasury Board Advisory 
Committee on Contracts Working Group on Green Procurement and provided to 
the interdepartmental Sustainable Development in Government Operations 
Directors General Co-ordinating Committee in January 2003. 


Enhancing the Secretariat’s capacity to take sustainable development into account in its 
programs and activities 


Achievements: 
e Materials from a Sustainable Development Learning Forum for the Secretariat 


Executive Cadre in March 2002 have been made available on the Secretariat’s 
Learning and Knowledge Management intranet site. 
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e Note: In response to workload issues, communication strategy activities 
associated with this goal were rescheduled for the period of March through 
December 2003. 


Reducing the environmental impact of our operations 
Achievements: 
e Earth Day and Environment Week events were successfully promoted. 


e A framework for an inventory of regulated substances was developed through 
consultations with Environment Canada. 


The 2001—03 Sustainable Development Strategy includes an additional goal focussed on 
enhancing the green contribution of government investments in infrastructure to improve 
Canadians’ quality of life. Responsibility for this goal and related activities has been 
shifted to Infrastructure Canada under the Minister of Industry, in response to the 
realignment of responsibilities within the federal government. 


A more detailed reporting of progress toward achieving the Secretariat’s Sustainable 
Development goals can be found at http://www.tbs-sct.gc.ca/report/TBSPerf/sd-dd/sdpr- 
redd_e.asp. 


Procurement and Contracting 


The Secretariat’s approach to the management of contracting and procurement furthers its 
modern comptrollership objectives by ensuring that the goods and services needs of the 
Secretariat are met in a timely manner and that policies and guidelines are respected. 


Contracting and procurement activity within the Secretariat is centralized. While 
managers have delegated authority to enter into contracts, a centralized contracting 
section provides advice and guidance on all aspects of the contracting process and creates 
contract documents and financial commitments. The Secretariat also has a Contract 
Review Committee that reviews all contracts with an estimated value of $10,000 or more. 
To encourage compliance and processing time, the process for issuing service contracts 
with an estimated value of $10,000 or less was streamlined. Procurement of goods is also 
carried out centrally with the exception of purchases made using acquisition cards for low 
dollar-value items. 
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Appendix C: Transfer Payments 


The Federal Public Sector Youth Internship Program 


The Federal Public Sector Youth Internship Program is delivered in partnership with the 
YMCA through a contribution agreement. 


This Program was renewed on a permanent basis and successfully launched in 2000-01, 
so that unemployed and under-employed youth continue to have an opportunity to 
acquire the experience and skills they need to enter and fully participate in the labour 
market. 


Between April 1, 2002, and the end of March 2003, more than 1098 new internship 
opportunities have been identified in host departments, agencies, and Crown corporations 
across Canada for nine-month terms and over 1208 young interns have been placed. 
Approximately 50 percent of these interns are youth at risk who receive pre-internship 
training and have regular contact with a YMCA counsellor. 


$17 million was spent in 2002—03 for the remuneration of interns and youth support 
services. The planned spending for 2002—03 was $18 million. 


Through ongoing surveys, mentors and interns in host organizations report a high degree 
of satisfaction with all aspects of the Program. (See http://yip.gc.ca/.) 
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Appendix D: Additional Resources 


Key Legislation Administered by the Secretariat 
Alternative Fuels Act 


Employment Equity Act 

Federal Real Property Act 
Financial Administration Act 
Official Languages Act 

Public Service Employment Act 
Public Service Staff Relations Act 


Public Service Superannuation Act 


The responsibilities under the Access to Information Act and the Privacy Act are shared 
between the President of the Treasury Board as minister and the Minister of Justice. 


List of Statutory Annual Reports 
Administration of the Members of Parliament Retiring Allowances Act 


Administration of Part II of the Public Service Superannuation Act 
Administration of Part I and Part III of the Public Service Superannuation Act 
Administration of the Supplementary Retirement Benefits Act 

Application of the Alternative Fuels Act 


Employment equity in portions of the Public Service referred to in paragraph 4(1)(b) of 
the Employment Equity Act 


Annual Report on Crown Corporations and Other Corporate Interests of Canada 


Cost certificates, valuation reports, and assets reports filed pursuant to the Public 
Pensions Reporting Act 


The Secretariat’s annual report on the Access to Information Act and the Privacy Act 


Annual Report on Official Languages 
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Useful Internet Addresses for Treasury Board Reports and Policy 
Documents 


Treasury Board of Canada Secretariat Web site: http://www.tbs-sct.gc.ca 


Stewardship 


More information can be found at the following Web sites: 


Federal resources are aligned with government priorities 

¢  Tabling of the 2002—03 Supplementary Estimates A 
http://www.tbs-sct.gc.ca/media/nr-cp/2002/1031_e.asp 

-  Tabling of the 2002—03 Supplementary Estimates B 
http://www.tbs-sct.gc.ca/media/nr-cp/2003/0226_e.asp 

*  Tabling of the 2003—04 Main Estimates 
http://www.tbs-sct.gc.ca/media/nr-cp/2003/0226A_e.asp 

-  Tabling of Eighty-Seven 2003—04 Reports on Plans and Priorities for the Government of 
Canada http://www.tbs-sct.gc.ca/media/nr-cp/2003/0327_e.asp 


* Announcement of Expenditure and Management Reviews 
http://www.tbs-sct.gc.ca/media/nr-cp/2003/0529_e.asp 


* Budget 2003 
http://www.fin.gc.ca/budtoce/2003/budliste.htm 


- Budget 2003: Improving Expenditure Management and Accountability 
http://www.fin.gc.ca/budget03/bp/bpc7e.htm 


¢ 2003-04 Estimates: Treasury Board Secretariat Report on Plans and Priorities 
http://www.tbs-sct.gc.ca/est-pre/20032004/TBS-SCT/TBS-SCTr34_e.asp 
* Speech from the Throne http://www.pco-bep.gc.ca/sft-ddt/sft.htm 


Federal resources are used efficiently and effectively with prudence and probity 


¢ Interim Evaluation of the Implementation of the Revised Policy on Internal Audit 
http://www.tbs-sct.gc.ca/ia-vi/presentations/report-rapport/report-rapport_e.asp 

* Interim Evaluation of the Treasury Board Evaluation Policy 
http://www.tbs-sct.gc.ca/eval/tools_outils/int-prov_e.asp#exsum 

* Modern Comptrollership Practices: Toward Management Excellence draft 
http://www.tbs-sct.gc.ca/emo_mfc/Toolkit2/comptrollership_practices/cp01_e.asp 

* Management Accountability Framework 
http://www.tbs-sct.gc.ca/maf-crg/index_e.asp 

* Values and Ethics Code for the Public Service. 
http://www.tbs-sct.gc.ca/pubs_pol/hrpubs/TB_851/vec-cve_e.as 

* Modern Comptrollership | 
http://www.tbs-sct.gc.ca/CMO_MFC/index_e.asp 

* Risk Management 

http://publiservice.tbs-sct.gc.ca/rm- 


/home-accueil.asp? Language=EN 
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Evaluation 


http://www.tbs-sct.gc.ca/eval/eval_e.asp 


Internal Audit 

http://www.tbs-sct.gc.ca/ia-vi/home-accueil_e.asp 

Secretariat policies and guidelines—grouped by topic 

http://www.tbs-sct.gc.ca/common/policies-politiques_e.asp 

The Government of Canada Announces Changes to Sponsorship, Advertising, and Public 

Opinion Research Activities 

http://www.tbs-sct.gc.ca/media/nr-cp/2002/1217_e.asp 

Contract Policy Notice 2003-1—Revised Policies Related to Contracting for Advertising 

and Public Opinion Research Services 

http://www.tbs-sct.gc.ca/pubs_pol/dcgpubs/ContPolNotices/cpn-apm-03-01_e.asp 

Real Property 

http://www.tbs-sct.gc.ca/pubs_pol/dcgpubs/RealProperty/siglist_e.asp 

Professional Development and Certification Program 

http://publiservice.tbs-sct.gc.ca/pd-pp/home-accueil.asp? Language=EN 

Government Security Policy 

http://www.tbs-sct.gc.ca/pubs_pol/gospubs/TBM_12A/gsp-psg_e.asp 

* Operational Standard on the Security of Information Act 
http://www.tbs-sct.gc.ca/pubs_pol/gospubs/TBM_12A/sia-lpi_e.asp 

* Operational Security Standard—Readiness Levels for Federal Government Facilities 
http://www.tbs-sct.gc.ca/pubs_pol/gospubs/TBM_12A/oss-nos_e.asp 

Materiel Management 

http://www.tbs-sct.gc.ca/pubs_pol/dcgpubs/MaterielManage/siglist_e.asp 

Contract Management 

http://www.tbs-sct.gc.ca/pubs_pol/dcgpubs/Contracting/siglist_e.asp 

Financial Management and Accounting 

http://www.tbs-sct.gc.ca/fin/common/c_main_e.asp 

December 2002 Report of the Auditor General of Canada: Chapter 9, “Modernizing 

Accountability in the Public Sector” 

http://www.oag-bvg.gc.ca/domino/reports.nsf/html/20021209ce.html 

December 2002 Report of the Auditor General of Canada: Chapter 5, “Financial 

Management and Control in the Government of Canada” 

http://www.oag-bvg.gc.ca/domino/reports.nsf/html/20021205ce.html 


Accountability for results throughout the Public Service is clearly defined and key 
commitments and results are publicly reported 
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Public Accounts of Canada 
http://www.pwesc.gc.ca/recgen/text/pub-acc-e.html 


Tabling of 86 Departmental Performance Reports for 2001—02 


http://www.tbs-sct.gc.ca/media/nr-cp/2002/1107_e.asp 
Review and Assessment of the 86 Departmental Performance Reports for 2001—02 


http://www.tbs-sct.gc.ca/rma/dpr/01-02/assess_e.asp 
Announcement of Expenditure and Management Reviews 


http://www.tbs-sct.gc.ca/media/nr-cp/2003/0529_e.asp 
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* Guidance: Departmental Performance Reports 2002-03 
http://www.tbs-sct.gc.ca/rma/dpr/02-03/guidance/gl-ld_e.as 


+ April 2002 Report of the Auditor General of Canada: Chapter 7, “Strategies to Implement 


Modern Comptrollership” 
http://www.oag-bvg.gc.ca/domino/reports.nsf/html/0207ce.html 


Human Resources Management 


Modernization of Human Resources Management 
http://www.tbs-sct.gc.ca/mhrm-megrh/index_e.asp 

Various reports on Modern Comptrollership 

http://www.tbs-sct.gc.ca/search/results- 
résultats_e.asp?radio=radio2&TextRestriction=Modern+Comptrollership&selLang=1 &radioTy 
pe=phrase&scope=&who=mhrm- 


mgrm&home=%3E&TextRestriction1=+%26+%28%23vpath+*. htm*++OR+%23vpath+*. pdf 
%294+%26%21+%23vpath+*%5C_vti_*&TextRestriction2= 


Canadian Centre for Management Development Learning Events 
http://www.ccmd-ccg.gc.ca/events/index_e.html 


Public Service Leadership 
http://www.ccmd-ccg.gc.ca/leadership/index_e.html 


Managing Collaborative Arrangements: A Guide for Regional Managers 
http://www.tbs-sct.gc.ca/rc-cr/guide_rm/index_e.asp 

A Policy for Continuous Learning in the Public Service of Canada 
http://www.tbs-sct.gc.ca/pubs_pol/hrpubs/tb_856/pclpsc-pacfpc_e.asp 


Embracing Change site map 
http://www.tbs-sct.gc.ca/ec-fpac/common/map-carte_e.asp 


Youth Internship Program 

http://yip.gc.ca 

National Public Service Week 2002 created a stronger awareness of public service pride. It 
created strong community links with partners such as Canadian Blood Services. It fostered a 
greater understanding of the Public Service within the younger generation of public service 
employees and it raised their capacity as employees. Relevant links and reports: 


Youth Day Report 
http://www.tbs-sct.gc.ca/hr-rh/ar- 


National Public Service Week 2002 Web site 
http://www.proud-fiers.gc.ca/ 


r/other-autre/ydc-cjj 
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Service Improvement 

Government On-Line report—Government On-Line and Canadians 
www.gol-ged.gc.ca/rpt/gol-ged-rptpr_e.asp 

Official Languages 

http://www.tbs-sct.gc.ca/ollo/english/ 

Service Improvement Initiative 
http://www.tbs-sct.gc.ca/rma/dpr/01-02/guidance/templates/serv-serv_e.asp 
GOL Project Proposals and Contacts for 2000-2002 
http://www.ged-gol.gc.ca/pathfinder-exp|/contact/contact00_e.asp 
Government On-Line Advisory Panel 
http://www.ged-gol.gc.ca/pnl-grp/index_e.asp 

Serving Canadians Better 

http://www.ged-gol.gc.ca/index_e.asp 

Privacy and Government On-Line 
http://www.cio-dpi.gc.ca/pgol-pged/ 


Policy on the Management of Government Information 
http://www.tbs-sct.gc.ca/pubs_pol/ciopubs/TB_GIH/mgih-grdg_e.asp 


Framework for the Management of Information in the Government of Canada 
http://www.cio-dpi.gc.ca/im-gi/fmi-cgi/fmi-cgi_e.asp 
Metadata 
http://www.cio-dpi.gc.ca/im-gi/meta/meta_e.asp 
Common Look and Feel for the Internet 
http://www.cio-dpi.gc.ca/clf-upe/ 

Federal Identity Program 

http://www.fip.ge.ca/ 

Governance 
http://www.ged-gol.gc.ca/governance/gov-gouv_e.asp 
Organizational Readiness Office 
http://www.cio-dpi.gc.ca/oro-bgc/index_e.asp 
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Performance Report 


For the period ending 
March 31, 2003 


Canada 


The Estimates Documents 


Each year, the government prepares Estimates in support of its request to Parliament for authority to spend public 
monies. This request is formalized through the tabling of appropriation bills in Parliament. 


The Estimates of the Government of Canada are structured in several parts. Beginning with an overview of total 
government spending in Part I, the documents become increasingly more specific. Part II outlines spending according 
to departments, agencies and programs and contains the proposed wording of the conditions governing spending 
which Parliament will be asked to approve. 


The Report on Plans and Priorities provides additional detail on each department and its 
programs primarily in terms of more strategically oriented planning and results information with a focus on 
outcomes. 


The Departmental Performance Report provides a focus on results-based accountability 
by reporting on accomplishments achieved against the performance expectations and results commitments as set out 
in the spring Report on Plans and Priorities. 


The Estimates, along with the Minister of Finance’s Budget, reflect the government’s annual budget planning and 
resource allocation priorities. In combination with the subsequent reporting of financial results in the Public Accounts 


and of accomplishments achieved in Departmental Performance Reports, this material helps Parliament hold the 
government to account for the allocation and management of funds. 


©Minister of Public Works and Government Services Canada — 2003 
This document is available in multiple formats upon request. 


This document is available on the TBS Web site at the following 
address: www.tbs-sct.gc.ca. 


Available in Canada through your local bookseller or by mail from 
Canadian Government Publishing — PWGSC 
Ottawa, Canada K1A 0S9 


Catalogue No. BT31-4/16-2003 
ISBN 0-660-62447-8 
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Treasury Board of Canada Secretariat 
Departmental Performance Reports 2003 


Foreword 


In the spring of 2000, the President of the Treasury Board tabled in Parliament the document 
“Results for Canadians: A Management Framework for the Government of Canada”. This 
document sets a clear agenda for improving and modernising management practices in federal 
departments and agencies. 


Four key management commitments form the basis for this vision of how the Government will 
deliver their services and benefits to Canadians in the new millennium. In this vision, 
departments and agencies recognise that they exist to serve Canadians and that a “citizen focus” 
shapes all activities, programs and services. This vision commits the Government of Canada to 
manage its business by the highest public service values. Responsible spending means spending 
wisely on the things that matter to Canadians. And finally, this vision sets a clear focus on 
results — the impact and effects of programs. 


Departmental performance reports play a key role in the cycle of planning, monitoring, 
evaluating, and reporting results to Parliament and citizens on behalf of ministers. Departments 
and agencies are encouraged to prepare their reports following principles for effective 
performance reporting (provided in the Guide to Preparing the 2003 Departmental Performance 
Report: http://www.tbs-sct.gc.ca/rma/dpr/02-03/guidance/gl-ld_e.asp). Based on these principles, 
an effective report provides a coherent and balanced picture of performance that is brief and to 
the point. It focuses on outcomes - benefits to Canadians and Canadian society - and describes 
the contribution the organisation has made toward those outcomes. It sets the department’s 
performance in context, associates performance with earlier commitments, explains any changes, 
and discusses risks and challenges faced by the organisation in delivering on these commitments. 
Achievements realised in partnership with other governmental and non-governmental 
organisations are also discussed. Supporting the need for responsible spending, it links resources 
to results. Finally, the report is credible because it substantiates the performance information 
with appropriate methodologies and relevant data. 


In performance reports, departments and agencies strive to respond to the ongoing and evolving 
information needs of parliamentarians and Canadians. The input of parliamentarians and other 
readers can do much to improve these reports over time. The reader is encouraged to assess the 
performance reports of organisations according to the established principles, and provide 
comments to departments and agencies to help them improve in their next planning and reporting 
cycle. 


This report is accessible from the Treasury Board of Canada Secretariat Internet site: 


http://www.tbs-sct.gc.ca/rma/dpr/dpre.asp 


Comments or questions can be directed to: 
Results-based Management Directorate 
Treasury Board of Canada Secretariat 
L’Esplanade Laurier 

Ottawa, Ontario K1A ORS 


OR at: rma-mrr @tbs-sct.gc.ca 
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Messages 


Minister’s Message 


The Government of Canada, along with Canadians from every 
walk of life, continues to remember those that have sacrificed so 
much toward the betterment of our nation. As Minister of 
Veterans Affairs, it continues to be my honour to serve the brave 
men and women who so willingly gave of themselves in our 

_ country’s hour of need. Their service to Canada, and the greater 
§ good, demands that we forever keep them alive in our national 
consciousness, through Remembrance activities, education of our 
pea youth, and the high quality of our programs and services. 


Those we serve include traditional War Service Veterans, 
Canadian Forces Veterans and still-serving members, the Royal Canadian Mounted 
Police (RCMP), and their families and surviving spouses. The level and complexity of 
our clients’ needs have increased over the past few years, in part due to the aging of our 
War Service Veterans, but also due to the enhanced role many of our Canadian Forces 
members have taken on through our international commitments to peacekeeping and 
overseas operations. As well, recently acquired responsibilities related to the provision 
of benefits and services to the RCMP present both new challenges and opportunities. 


The past year at Veterans Affairs has been marked by significant accomplishments. We 
began implementing components of the Department’s Integrated Service Delivery 
Framework (ISDF), aimed at improving our already high levels of service. We 
completed the transfer, from the RCMP to Veterans Affairs Canada (VAC), of the 
management of disability pensions for RCMP pensioners and the provision of treatment 
benefits for retired and civilian members in receipt of disability pensions. And we 
furthered our proud mandate of Remembrance through commemorative events including 
the 85" Anniversary of the Battle of Vimy Ridge and the 60" Anniversary of the Dieppe 
Raid. 


Our partnership efforts with other Government of Canada departments and agencies grew 
stronger with the introduction of the Mental Health Strategy for Operational Stress 
Injuries in collaboration with the Department of National Defence (DND). We entered 
the important development phase of the Federal Health Claims Processing 

System (FHCPS), designed to both reduce costs and improve the health claims process 
for VAC, the RCMP and DND clients, and we continued our lead role in the Health Care 
Coordination Initiative, a partnership of ten Government of Canada departments and 
agencies. These efforts reaffirm our commitment to improve service, reduce ongoing 
costs through the creation of planned partnership arrangements, and maintain our efforts 
in strategic leadership as we plan now to meet the present and future needs of those we 
serve. 


www.vac-acc.gc.ca. Veterans Affairs = www.vrab-tacra.gc.ca 1 


nie Messages 


As stated in Budget 2003, Canadians have the right to know what is achieved through the 
use of their tax dollars. In Results for Canadians 2001, the Government of Canada set 
out a clear management framework and an agenda for change. A key component of that 
framework is accountability to Parliament and Canadians. Veterans Affairs’ Portfolio 
Performance Report, and its sister document, the Report on Plans and Priorities, reflect 
our responsibility to provide balanced and reliable information with respect to our plans, 
priorities and performance. As such, our Performance Report confirms the status of 
earlier commitments made in Veterans Affairs’ Report on Plans and Priorities. Through 
these efforts, we will continue to reinforce accountability and transparency in our public 
reporting. Additionally, our Reports provide an opportunity to engage Parliamentarians 
and Canadians more effectively in a constructive dialogue about our past performance 
and future direction of the Portfolio. 


At Veterans Affairs, the ability to work with and motivate people, a sense of shared 
values and ethics, the ongoing implementation and application of mature risk 
management, and the timely provision of integrated performance information are central 
to the performance of our innovative programs and services. How we manage our 
Portfolio reflects on our level of commitment, admiration, and respect for those who 
served us so well in times of war, conflict and peace. How we manage for results, deliver 
strategic leadership, and provide clear accountability to Parliament and Canadians speaks 
to that commitment. It is our solemn duty to offer nothing less than we have received. 


The Honourable Dr. Rey D. Pagtakhan, P.C., M.P. 
Minister of Veterans Affairs 
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Chair’s Message 


I am pleased to provide the Veterans Review and Appeal Board 
portion of Veterans Affairs’ Portfolio Performance Report, which 
outlines our results achieved during the fiscal year ending 

March 31, 2003. 


The period covered by this report has been a year of transition for 
the Board. Brian Chambers, who was Chair for seven years, 
completed his term in December, and I would like to take this 
opportunity to commend him on his leadership which is clearly 
reflected in the Board’s many achievements during this review 
period. 


We also have transitioned from a Board that dealt primarily with the traditional 

War Service Veteran to a Board where the majority of the applicants are former and 
still-serving members of the Canadian Forces. Although there are many commonalities 
among our client groups, there are also differences that have required the Board to adjust 
aspects of its service delivery to ensure that all applicants are dealt with as informally and 
expeditiously as circumstances and considerations of fairness permit. 


While carrying out its mandate to provide full and fair hearings, the Veterans Review and 
Appeal Board has also made significant progress in the timeliness of decisions despite an 
increased workload. These advancements are the result of increasing the knowledge base 
of our adjudicators and staff, modernizing aspects of our service delivery such as piloting 
a process where certain clients can participate in their review hearings by using the 
telephone to give testimony and by fostering effective working relationships with 
government and service organizations that represent applicants before our Board. 


Fairness, consistency, respect, professionalism and excellence were the focus of the 
Board’s activities in 2002-2003 and will continue to be our focus now and in the future. 


Lp Be hatetantcte 


Victor A. MarcHand 
Acting Chair 
Veterans Review and Appeal Board 
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About Veterans Affairs 


Who We Are 


There are two components to Veterans Affairs (the PORTFOLIO): Veterans Affairs 
Canada (the DEPARTMENT) and the Veterans Review and Appeal Board (the BOARD) 
which operates at arm's length from the Department. 


Veterans Affairs Canada provides The Veterans Review and Appeal Board 
benefits and services to eligible has full and exclusive jurisdiction to 
Canadians who serve their country hear, determine and deal with all 

during periods of war and peace, applications for review and appeal that 
including peacekeeping operations, and may be made to the Board under the 
honours their sacrifice and achievements Pension Act and the War Veterans 

in the defence of freedom. Allowance Act. This Board also 


adjudicates duty-related disability 
pension applications under the authority 
of the Royal Canadian Mounted Police 
Pension Continuation Act and the Royal 
Canadian Mounted Police 
Superannuation Act. 


With a staff of approximately 3,400 employees, Veterans Affairs Canada (VAC) is 
headquartered in Charlottetown, Prince Edward Island, with an office in Ottawa, Ontario, 
and across Canada, five regional offices, and over 30 district/satellite offices or service 
centres. VAC also includes Ste. Anne’s Hospital in Ste. Anne-de-Bellevue, Quebec, 
where we have approximately 900 positions filled by approximately 1,300 part-time and 
full-time staff. The Veterans Review and Appeal Board (VRAB) is also located in 
Charlottetown and they have 29 Governor-in-Council appointed Members and 
approximately 80 staff. 


Veterans Affairs Canada provides pensions for disability or death, economic support in 
the form of allowances, and health care benefits and services to our Veterans and other 
clients. For those who wish a further review of their disability claims, our Veterans 
Review and Appeal Board and our Bureau of Pensions Advocates ensure that clients are 
treated fairly and professionally. In addition to the above, through our Remembrance 
programming, we also pay tribute to those who served in times of war, conflict and 
peace. 


Veterans Affairs Canada’s MISSION is to provide exemplary, client-centred services and 
benefits that respond to the needs of Veterans, our other clients and their families, in 
recognition of their services to Canada, and to keep the memory of their achievements 
and sacrifices alive for all Canadians. Our VISION is to provide exemplary service which 
honours the sacrifice and achievements of our Veterans and other clients. 
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About Veterans Affairs 


The Veterans Review and Appeal Board’s MISSION is to provide clients with full 
opportunity to request review and appeal hearings to ensure a fair adjudicative process for 
disability pension and War Veterans Allowance claims. 


Veterans Affairs VALUES the contribution of our men and women in uniform to the 
development of Canada as a nation and honours the sacrifices they have made in the 
defence of freedom and the pursuit of world peace. In expressing Canada’s gratitude to 
them we strive to exemplify the high principles which they have defended. 


Integrity, respect, service, accountability, teamwork and balance are reflected in the 
benefits and services we deliver to our Veterans and other clients. 


Veterans Affairs Canada’s PRIORITIES are grouped under two strategic objectives, and 
are reviewed on an annual basis to ensure they are still relevant and timely. In 
November 2002, the priorities were amended as follows: 


Strategic Objective 1: Integrity of our programs and service improvement 


[} Improving and expanding services for Canadian Forces Veterans; 

[1 Partnering to serve the Royal Canadian Mounted Police and eligible civilians; 

[1 Providing strong leadership in the delivery of Remembrance programming through 
effective partnerships; 

[} Transforming service delivery and promoting innovation in policies and practices; 
and 

(1 Evaluating the effectiveness of the disability pension process and its flexibility to 

adapt to the emerging and changing needs of our Veterans and other clients. 


Strategic Objective 2: Organizational effectiveness 


[1 Aligning our strategic human resources plan to support the goals of the organization 
and aspirations of our people; 

[} Advancing the development of our information technology capacity in support of 
service improvement, organizational effectiveness and Government On-Line; and 

(J Enhancing our policy capacity to ensure more effective use of information and 
analysis in support of evidence-based decision-making and better public 
accountability. 


Of the eight priorities, up to four priorities are aligned with each of our strategic 
outcomes, and some priorities apply to more than one strategic outcome. 
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Veterans Affairs has 21 PLANNED RESULTS which support specific strategic outcomes. 
These planned results are shown below, followed by a description of our strategic 
outcomes. 


Chart 1: Planned Results 


Planned Results Strategic Outcome 


Compensation for sacrifice in service to Canada 


Benefits and Services Programs 


Client-centred services and programs delivered 
in a timely, fair and consistent manner 


The delivery of benefits and services 
that contribute to the independence, 
quality of life and standard of living of 
Canada’s war Veterans, eligible 
Canadian Forces Veterans and 
still-serving members, RCMP clients, 
qualified civilians and their families in 
recognition of their sacrifice to the nation. 


Quality “end of life” care 


Clients being informed of the process and their 
rights 

Professional case preparation and 
representation 


Pensions Advocacy Program 


The rights of Veterans Affairs Canada 
clients protected through professional, 
legal representation in appealing decisions 

Rei related to disability pensions and 
Service improvement allowances. 
Increased knowledge and public awareness 
of the contributions made by those who served 
Canada in times of war and peace 


Canada Remembers Program 


Increased involvement in Remembrance 
activities 


Maintenance, preservation and presentation 
of Canada’s commemorative resources which 
are among the nation’s symbols of identity 
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Veterans Affairs 


A knowledgeable Canadian public that 
recognizes the achievements and 
sacrifices of Canada’s citizens in the 
defence of freedom and appreciates the 
historical significance of these 
accomplishments in the development of 
Canada as a nation. 
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Planned Results 


Portfolio resources meet corporate and program 
delivery needs in a cost-effective manner 


Portfolio programs, strategic initiatives, 
activities and projects are assessed and 
performance reported 


Stakeholder consultation on major Portfolio 
change initiatives 


Independent review and appeal process 


Clients informed of their rights 
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Strategic Outcome 


Corporate Administration 


Activities focus on service 
improvement and organizational 
effectiveness through the strategic 
management of our staff, improved 
communications, expanded use of 
technologies and a greater contribution 
to national policy development in 
areas that are directly related to the 
well-being and recognition of our 
Veterans and other clients. 


Veterans Review and Appeal Board 
Program 


Fairness in the Disability Pension and 
War Veterans Allowance Program. 


These strategic outcomes are the long-term and enduring benefits to Canadians that stem 


from Veterans Affairs’ vision and efforts. 
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Internally, our mandate, vision, mission, values and ethics, priorities and planned results 
guide us in our day-to-day operations. Externally, Veterans Affairs’ operations are 
influenced by the Government of Canada’s commitments set out in the September 2002 
Speech from the Throne and the February 2003 Budget. As well, the four themes of the 
Canada’s Performance Report — the health of Canadians; economic opportunities and 
innovation in Canada; the environment; and the strength and safety of communities — are 
important to the Canadian population and, where applicable, are reflected in the work 
that we do at Veterans Affairs to improve the quality of life for our Veterans and other 
clients, ensure that our clients are treated fairly and professionally, and promote 
Remembrance by Canadians of all ages. The following chart shows how the various 
components lead to our strategic outcomes. 


Chart 2: Achieving our Strategic Outcomes 


Values 


Mandate Mission Vision and 
Ethics 


1 
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Strategic Outcomes 
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How We Are Structured 


Chart 3: Veterans Affairs Organization 


Minister The Chair reports to 
Parliament through the 
Veterans Affairs Minister of Veterans Affairs 
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Chair 


Veterans Review and 
Appeal Board 


Deputy Minister 


Veterans Affairs Canada 


Associate Deputy Minister 
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Veterans Affairs Canada 


Director General 


Audit and Evaluation Division 


Pessescassesens 
Decoucccaseence 


Assistant Deputy Minister 


Veterans Services Branch * 


Director 


Office of Early Conflict Resolution 


Peescesessensas 


Assistant Deputy Minister 


Corporate Services Branch 


Executive Director 


Health Care Coordination Initiative 
Secretariat 


Posseeesesssens 
tucececcasceeus 


Executive Director 
Public Affairs Branch 


Director General 


Policy Coordination and 
Ottawa Headquarters 


Director General 


Corporate Planning Division 


General Counsel 


Legal Services Unit 


* Includes Regional Offices and 
Ste. Anne’s Hospital 


Chief Pensions Advocate 


Bureau of Pensions Advocates 
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Chart 4: Veterans Review and Appeal Board Organization 
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Veterans Review and 
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Development 
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Who We Serve 


As of March 31, 2003, Veterans Affairs Canada provided benefits and services to 
approximately 209,000 Canadians comprising Veterans, Canadian Forces still-serving 
members, past and present members of the Royal Canadian Mounted Police, and their 
families and surviving spouses. The following is an approximate breakdown of the 
groups of people we serve: 


Chart 5: Who VAC Serves 


CF Still-Serving Members 


CF Special Duty Area 
CF Released Veterans 
Survivors 


War Service Veterans 


0 20,000 40,000 60,000 80,000 100,000 120,000 


Note 1: These figures are based on clients in receipt of a paid service or benefit as of 
March 31, 2003. 

Note 2: Some clients may receive a dual benefit or service due to their service with two different 
groups, for example, RCMP and CF Special Duty Area. For purposes of our client 
breakdown, we count War Service Veterans first, CF Special Duty Area second, CF 
Released Veterans third, etc. A dual client/recipient would be counted only once 
— under the group they fall under first in our client breakdown sequence. 

Note 3: Our CF client population comprises CF Still-Serving Members, CF Special Duty Area 
Veterans, and CF Released Veterans. 
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The Veterans Review and Appeal Board serves the same types of clients as VAC, 
specifically those who have been denied pension entitlement for a claimed disability or 
who are dissatisfied with their assessment for a pensioned condition. 


Chart 6: Who VRAB Serves* 


60.7% 


Canadian 
Forces 


War 2 30.3% 
Service 
Veterans 


2.1% 
Other 6.9% 


RCMP 


* Based on 6,549 review and appeal decisions issued as of March 31, 2003. 


For more information, please visit the following web sites: 


The Portfolio (Organization): 
http://www.vac-acc.gc.ca/general/sub.cfm?source=department/organization 


The Department: 


http:/Awww.vac-acc.gc.ca/general/sub.cfm?source=department 


The Board: 
http://Awww.vrab-tacra.gc.ca 


Legislation Administered by Veterans Affairs: 
http://www.vac-acc.gc.ca/general/sub.cfm?source=department/Legislation 
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The Year in Review 


For Canadians, including our Veterans and other clients, this fiscal year (April 1, 2002 to 
March 31, 2003) was notable for the health care issues faced by many across Canada and 
the military conflicts that took place overseas. 


There have been many consultations with Canadians on how to renew our health care 
system. As a result of these consultations, a number of reports have been produced with 
thoughtful and insightful recommendations on what governments can do about our health 
care system — the Honourable Roy Romanow, Senator Kirby, Messrs. Mazankowski, 
Clair and Fyke have all produced such reports. In November 2002, the Commission on 
the Future of Health Care in Canada delivered its Final Report (Building on Values: The 
Future of Health Care in Canada) to Canadians. This report contained recommendations 
for sweeping changes to Canada’s health care system to ensure its long-term 
sustainability. Subsequently, in February 2003, Canada’s First Ministers reached 
agreement in a Health Care Renewal Accord. In Budget 2003, the Government of 
Canada made a commitment to provide $17.3 billion in increased federal support for 
health over the next three years, rising to a total of $34.8 billion over five years. This 
investment in health reform will help relieve immediate pressures on the health care 
system and provide funding to support a variety of needs such as diagnostic and medical 
equipment, home care, and telehealth services — all of which will benefit our Veterans 
and other clients. 


The international fight against terrorism figures prominently in the minds of many 
Canadians as we think of those who have left their homes and families to bravely serve 
our country. Over the year, Canadian Forces personnel participated in overseas 
operations and provided humanitarian aid where they were able to assist. The sacrifices 
that these people have made on behalf of all Canadians deserve our attention and respect, 
and through our Remembrance mandate, we recognize their achievements in these times 
of conflict. 


In our day-to-day business, Veterans Affairs has made progress on a number of initiatives 
and projects which have improved the quality of our service to our Veterans and other 
clients, and increased awareness of Remembrance among all Canadians. In 

December 2002, the VAC/RCMP Transfer Project was completed and VAC assumed 
responsibility for the direct payment of disability pensions for approximately 3,800 
RCMP pensioners as well as the provision of health care benefits for approximately 800 
retired and civilian pensioners. We also entered the development phase of our Federal 
Health Claims Processing System. This new system will process health care claims for 
three federal government departments: VAC, the RCMP and the DND (previously each 
department processed their own claims). This collaboration will save millions of dollars 
for the Government of Canada. The implementation of our Integrated Service Delivery 
Framework also began this fiscal year. Building on the Client-Centred Service 
Approach, this Framework is the logical next step in improving the way exemplary 


www.vac-acc.gc.ca Veterans Affairs = www.vrab-tacra.gc.ca 13 


The Year in Review 


client-centred services are provided across the country. In July 2002, the Mental Health 
Strategy for Operational Stress Injuries was jointly announced by our Minister and the 
Minister of National Defence. This strategy will establish networks of clinics 
specializing in the assessment and treatment of Canadian Forces members and Veterans 
suffering from psychological injuries, such as Post-Traumatic Stress Disorder. 


During this fiscal year, a number of commemorative events were held, including the 
85" Anniversary of the Battle of Vimy Ridge and the 60" Anniversary of the Dieppe 
Raid. As well, various projects and activities that promote Remembrance took place 
across Canada throughout the year. In Ottawa, our Minister announced that a Seventh 
Book of Remembrance will be created and installed in the Memorial Chamber in the 
Peace Tower on Parliament Hill. This Book will recognize those who have given their 
lives as a result of military service to Canada, other than in the First World War, the 
Second World War, and the Korean War, for example, peacekeeping missions and other 
international operations. 


Our Veterans and other clients are a diverse group — older War Service Veterans, 
younger Canadian Forces Veterans and still-serving members, the Royal Canadian 
Mounted Police, and their families and surviving spouses. Not only do we serve a wide 
age range of clients, we face a multitude of needs ranging from supporting older veterans 
and caregivers so that they can continue to remain independent at home to developing 
comprehensive treatment plans to enable younger, disabled clients to attain optimal levels 
of functioning in their communities. Applications for benefits and services are becoming 
increasingly complex as our Veterans age and as our Canadian Forces personnel return 
from Special Duty Areas. For these reasons, Veterans Affairs Canada and the Veterans 
Review and Appeal Board are constantly monitoring and improving the services we 
provide so that we’re able to meet the evolving needs of our Veterans and other clients. 


Veterans Affairs Canada is the lead department for the Health Care Coordination 
Initiative, a partnership of ten departments and agencies. This horizontal initiative 
involves coordination of federal government purchasing of health care products and 
services for federal government clients at the lowest possible cost through coordination — 
of effort among the partners. In 2002-2003, jointly negotiated fees, bulk purchases and 
collaborative policy development, collectively resulted in improved quality of service to 
clients and $11.6 million in cost savings. This horizontal initiative is profiled in the 
Canada’s Performance 2003 Report. 


In response to allegations of discriminatory and differential treatment during and after the 
wars, the Government of Canada offered a package to First Nations Veterans or surviving 
spouses up to a maximum of $20,000 each. In total, 2,393 applications were received 
and the payment process for these applications began in March 2003. 


Service improvement is at the forefront of everything we do. At Veterans Affairs 
Canada, the level of client satisfaction with our programs and services has risen from 
85% in 2001, to 87% in 2003. This is due, in large measure, to the dedicated efforts of 
our staff. Survey respondents rated “Services Offered by Staff’ higher than any other 
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category with five of the seven service elements receiving satisfaction ratings in excess 
of 90%. Since the implementation of our new client information system in 2001-2002, 
we have improved our turnaround times in the processing of claims by our staff in the 
Bureau of Pensions Advocates and the Veterans Review and Appeal Board. For 
example, at VRAB, the review and appeal hearing processes were accelerated through 
the use of teleconference and videoconference technology. 


Over the year, our many activities, projects, and initiatives have resulted in improved 
benefits and services for our Veterans and other clients, as well as a better quality of life. 
We have made progress toward our strategic outcomes, but more needs to be done as we 
adjust our programs and services to meet the changing, and sometimes complex, needs of 
our Veterans and other clients. We are proud to serve this special group of people and to 
honour them for the sacrifices and achievements they have made on behalf of all 
Canadians. 
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Performance Accomplishments 
by Strategic Outcome 


@® Benefits and Services Programs 


Improving and expanding services for Canadian Forces Veterans 


Partnering to serve the Royal Canadian Mounted Police and eligible civilians 


om. Transforming service delivery and promoting innovation 
Priorities in policies and practices 


Evaluating the effectiveness of the disability pension process and its 
flexibility to adapt to the emerging and changing 
needs of our Veterans and other clients 


Compensation for sacrifice in 


service to Canada 5 Optimization of health A 


—— 


Appropriate care in the most 


Planned 7 Improved basic standard of living A suitable location 


Results 


Client-centred services and 
programs delivered inatimely, A Improved quality of life A 
fair and consistent manner 


Client independence and 
healthy lifestyle 


A Quality "end of life” care & 


The delivery of benefits and services that contribute tothe 
independence, quality of life and standard of living of Canada's 
war Veterans, eligible Canadian Forces Veterans and 
still-serving members, RCMP clients, qualified civilians and 
their families in recognition of their sacrifice to the nation. 


Strategic 
Outcome 


Self-Assessment of Performance Achievement 


& Exceeded Expectation | & Met Expectation A Progress Achieved = am No Progress Achieved 


Actual spending for fiscal year 2002-2003: $2,350.1 million ¢ 2,580 Full-Time Equivalents 


The Benefits and Services Programs Strategic Outcome supports the independence, 
quality of life and standard of living of the people we serve. This benefits all Canadians 
by allowing our Veterans and other clients to continue to be valuable, contributing 
members to their communities and society as a whole. 


The Benefits and Services Programs Strategic Outcome is also linked to two themes of 
the Canada’s Performance Report (http://www.tbs-sct.gc.ca/report_e.asp). In the Health 
of Canadians theme, this strategic outcome is linked to three horizontal areas with other 


16 www.vac-acc.gc.ca Veterans Affairs = www.vrab-tacra.gc.ca 


it Performance Accomplishments 


federal departments and agencies (accessible high quality health care system; protection 
from preventable risks; and health care policies that reflect Canadian values). In the 
Strength and Safety of Canadian Communities theme, this strategic outcome is linked 
with the horizontal area, Canadian culture and heritage are preserved and internationally 
recognized. 


The following are some of Veterans Affairs’ major projects and initiatives that 
demonstrate our progress toward achieving our Benefits and Services Programs Strategic 
Outcome. Where possible, actual cost for a particular project or initiative has been 
identified. 


Performance Accomplishments: 


Over the long term, Veterans Affairs Canada adopted a four-level strategy to improve 
service to our Veterans and other clients: 


1) Continuum of Service (policy level); 

2) | Client-Centred Service Approach (business level); 

3) Client Service Delivery Network and Federal Health Claims Processing System 
(technology level); and 

4) Integrated Service Delivery Framework (organizational and operational level). 


The work of the Continuum of Service has resulted in a significantly better understanding 
of the needs of our Veterans. A series of recommendations based on this work will result 
in enhanced programs for Veterans and their families. Further information relating to our 
Canadian Forces clientele can be found under our VAC-CF Initiatives in this Benefits 
and Services Programs Strategic Outcome section. As reported in our previous Portfolio 
Performance Reports, the Client-Centred Service Approach and Client Service Delivery 
Network have both been successfully implemented. The Federal Health Claims 
Processing System, a partnership with the RCMP and the DND, 1s profiled in the 
Horizontal Initiatives section of this report. Our performance accomplishments for 
Integrated Service Delivery Framework are shown below as well as other major projects 
and initiatives. 


Veterans Affairs Canada seeks to provide exemplary, client-centred services and benefits 
that respond to the needs of Veterans, other clients and their families. The hallmark of 
VAC’s tradition of service to Canadian Veterans has been its ability to adapt and improve 
its services and programs to meet the ever-changing needs of our Veterans. The 
INTEGRATED SERVICE DELIVERY FRAMEWORK (ISDF) was developed to manage and 
link a number of related VAC initiatives and projects that are directed at building service 
excellence. The ISDF will support staff in providing exemplary client-centred service to 
meet the needs of clients. | 


Building on the Client-Centred Service Approach, supported by enhanced technology 


platforms (the Client Service Delivery Network and Federal Health Claims Processing 
System), the ISDF is the next logical step in improving the way exemplary client services 
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are provided to our Veterans and other clients, and their families. As a result of this 
continuous improvement in service, this Framework will achieve three objectives: 


° Clients will receive consistent, exemplary services across the country; 
° Financial and human resources will be allocated where they are most needed; and 
° Service expectations will be monitored to ensure that services and programs meet 


the needs of our clients. 


This fiscal year was the first year of a three-year implementation of ISDF. During this 
period, a Communications and Consultation Strategy, fourteen interdisciplinary Client 
Service Teams, National Pro-active Screening Centre, Adjudication Centre with a French 
Satellite Office, and Foreign Countries Operations Centre were successfully 
implemented. As well, the ISDF Project Team implemented three Treatment 
Authorization Centres and continued the transfer of incoming calls to the three National 
Client Contact Centres. A review of VAC’s finance, personnel, and administrative 
functions and the functional role of regions in policy development and service delivery is 
underway. 


As a Centre of Expertise, the National Pro-active Screening Centre was established in 
Charlottetown in November 2002. Using a client outreach approach, staff began 
contacting clients who have not been in touch with VAC ina year. This new approach in 
client service is being implemented gradually across the country in conjunction with 
other initiatives supporting the Integrated Service Delivery Framework. Information is 
gathered, using a standardized process, to determine if a client has any unmet needs 
where Veterans Affairs Canada can provide assistance or guidance. This demonstrates 
our focus on providing client-centred service. The challenges we faced in establishing 
this Centre involved training of staff and developing a comprehensive strategy to ensure 
that clients who had not been in touch for a year were contacted. The risk we faced was 
that there may not be enough resources to conduct pro-active screening. This was 
addressed by extensive planning, continual monitoring, and assessment of the progress 
that we were making with pro-active screening. 


The challenges associated with the implementation of the ISDF Framework, include the 
scope of the project, integration of service delivery, time lines of key deliverables, 
realignment of resources, and training of employees. We have addressed these 
challenges by continually monitoring our progress and resources to ensure the successful 
implementation of the ISDF. 


STE. ANNE’S HOSPITAL, located in the West Island of Montréal, is the last federal 
hospital still administered by VAC. This long-term care facility accommodates over 500 
Veterans. In 2002-2003, work was completed in terms of planning activities related to 
the hospital modernization. This project includes construction of a new power plant, 
construction of a new 130-bed pavilion, and renovation of the main building. 
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Development of project concept and preliminary plans for this project were completed in 
February 2003. An audit of the modernization project, conducted by VAC, began in the 
Spring of 2002. Its objectives are to periodically review project 
activities to determine the extent to which activities are on 
schedule, determine whether they remain within established 
budgets, and assess project and risk management in relation to 
established frameworks. As mentioned in the Mental Health 
Strategy for Operational Stress Injuries, the Ste. Anne’s Centre, a 
partnership between VAC and DND, was officially opened in 
July 2002. In February 2003, Ste. Anne’s Hospital received its 
three-year accreditation 

certificate from the Canadian Council on Health Services 
Accreditation. Asa result of the excellent outcomes obtained and 
the special mention given our Dementia Program, we are even 


better positioned as a centre of expertise and excellence. This reinforces our ongoing 
commitment to improve the quality of service to our 
: clients. With respect to our renovation project, 
With ratings ranging from 6.06 to challenges we faced involved remaining within 


6.3 out of 7 for quality, Ste. Anne’s pre-defined budget and time lines, coordinating the 
Hospital received the highest 


involvement of the stakeholders, and designing a 
living environment that would be home-like for our 
Veterans while at the same time, adapting to their 
clinical needs. As a result of the opening of the 
Centre, Ste. Anne’s Hospital had the challenge of 
adapting to a new type of client and their needs. As 
for our accreditation, the challenge was fulfilling a rigorous process to achieve our 
accreditation certificate. There were consequences involved if we didn’t address these 
challenges: not completing our renovation if we were not able to stay on budget and on 
schedule; not maintaining the high quality of care and service; and not achieving our 
accreditation. We addressed these challenges by constant attention to detail in the 
planning of the project in order to remain in the pre-defined budget; training of our staff 
before our new clients joined Ste. Anne’s Centre; and by thorough preparation for 
accreditation. 


level of accreditation available 
from the Canadian Council on 
Health Services Accreditation. 


Due to the success of the Mental Health Clinical Services Pilot Project, the MENTAL 
HEALTH STRATEGY FOR OPERATIONAL STRESS INJURIES was jointly announced by our 
Minister and the Minister of National Defence in July 2002 with the official opening of 
the Ste. Anne’s Centre at Ste. Anne’s Hospital. This strategy will improve access for 
Canadian Forces members and Veterans to assessment and treatment of Post-Traumatic 
Stress Disorder and other operational stress injuries resulting from military service. This 
strategy comprises a four-pillar approach: partnership of networks, educational forums, 
continuing education program, and research. Accomplishments during this fiscal year are 
numerous. Under the partnership of networks, as previously mentioned, the Ste. Anne’s 
Centre was officially opened in July. This Centre specializes in the assessment and 
treatment of operational stress injuries. In partnership with the DND, the establishment 
of other networks is ongoing. These other networks include the DND’s five Operational 
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Trauma and Stress Support Centres, several outpatient mental health clinics, and three 

Priority Access Bed facility sites. Through educational forums, VAC has sponsored local 

workshops for community health professionals. Under the Continuing Education 

Program pillar, training is offered on an ongoing basis by several Canadian universities 

and other agencies to health professionals who serve our Veterans and other clients. 

Lastly, for research, VAC’s Research Directorate was in the process of developing a 

research program around mental health clinic networks. Our challenges with this 

strategy involve maintaining standardized services nationally. 


In the Fall of 2002, the mid-term review of our FALLS PREVENTION INITIATIVE was 
completed. In 2000, Veterans Affairs Canada and Health Canada partnered together to 
establish a four-year community-based health promotion initiative to help identify 
effective strategies to prevent falls in the community among our Veterans and seniors. In 
total, 26 projects were approved for funding. Health Canada has the lead role for this 
initiative and Veterans Affairs Canada provides financial assistance. Preliminary 
findings from the mid-term review have been positive as a result of increased interest and 
awareness of falls prevention. Falls are a serious health problem for Canadian seniors 
and Veterans — approximately one in three seniors will suffer a fall this year. This 
initiative is valuable because it will improve the independence and quality of life for 
Veterans and seniors, generate new knowledge to improve the effectiveness of health 
promotion, and contribute to the sustainability of Canada’s health care system. 


Planned revisions to the TABLE OF DISABILITIES are designed to improve the 
consistency, equity, quality, and transparency of disability pension decisions. 
Developmental work has been completed on the medical content of the Table. Although 
an anticipated 2003-2004 implementation has been delayed, a revised implementation 
strategy has now been developed that will see the Table updated incrementally through a 
phased approach with completion expected by 2005. While the Table addresses matters 
of “disability assessment,” the Department has also been working to develop 
“DISABILITY ENTITLEMENT” ELIGIBILITY GUIDELINES. Some 35 of these new 
guidelines were completed and posted on our Veterans Affairs Canada web site in 
2002-2003. As operational resources permit, other guidelines will be developed and 
released. Throughout the developmental period on both of the above, the Department has 
worked in consultation and collaboration with stakeholder organizations including the 
Veterans’ Organizations, the Veterans Review and Appeal Board, and the Bureau of 
Pensions Advocates. 


VAC’s DEMENTIA CARE INITIATIVE (DCI) is designed to improve the quality of care 
and quality of life for Veterans and seniors with dementia. In this fiscal year, progress 
was made in a number of areas. The Atlantic Priority Access Beds (PAB) Network was 
officially launched in November 2002 with representation from twenty-four Atlantic 
PAB facility sites and VAC. This network will meet on an annual basis to share best 
practices in the field of dementia, and work on a strategy for a community outreach 
program. At this inaugural meeting, various sub-committees were established to deal 
with specific items such as staff education, best practices and partnerships. As well, five 
DCI projects were completed this fiscal year — five facilities, located throughout Canada, 
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underwent an independent assessment of their care and organizational practices. A 
consultant then worked with facility management and staff over a period of eighteen 
months to develop and implement plans to improve care to Veterans and improve their 
organizational practices. Preferred outcomes and related benchmarks for dementia care 
were drafted and forwarded for approval to VAC senior management. A bibliography of 
best practices literature is still in progress and it is anticipated that this will be available 
on the VAC web site in the Fall of 2003. The challenge for an initiative this size was 
coordinating the participation of so many partners, including facilities, local health 
boards, dementia care consultants, expert panels and internal staff. Therefore, 
organizational skills and monitoring were crucial to ensuring that progress was made 
with this initiative. 


Easy access to health information, assessment and services have become increasingly 
critical to Veterans and seniors maintaining good health. Since 1999, our INTEGRATED 
SERVICES FOR SENIORS AND VETERANS PROJECT has been successful in increasing the 
capacity for collaboration with our partners through the establishment of effective case 
management practices by participating in joint case conferences with multiple disciplines 
and conducting joint visits for assessment and care planing. These in turn provide easier 
access to federal/provincial health programs for seniors, Veterans and their caregivers. It 
also has the potential to decrease duplication of the number of service providers going 
into the clients’ homes gathering the same health assessment information. Our project 
partners include Prince Edward Island’s Department of Health and Social Services, 
Prince Edward Island’s Queens Region Health Authority, Human Resources 
Development Canada, and the City of Charlottetown. In addition to enhancing 
collaborative case management practices, this initiative continues to explore 
opportunities for further collaboration within other health regions and the health care 
system and identify other access to information and privacy issues as well as exploring 
opportunities to enhance sharing of information through technology and common 
assessment tools. 


Our RESIDENTIAL CARE STRATEGY provides a framework to ensure that both the 
current and future long-term care needs of Veterans will be appropriately addressed. In 
November 2002, VAC sponsored the second annual National 
Long-Term Care Meeting, in Victoria, British Columbia, to 
share best practices and advances in elder care in the areas of 
dementia, palliative and respite care. With respect to our 
Overseas Service Veterans at Home Pilot Project, this has 
expanded from the three original sites in Halifax, Ottawa, and 
Victoria to all sites nationally where long wait lists for 
long-term care beds exist. This resulted in 191 additional 
Overseas Service Veterans receiving Veterans Independence | 
Program and treatment benefits at home while waiting for a 
long-term care bed to become available. The challenge with 
this project was to ensure that proper follow-up was conducted with clients once the 
program was in place and ensuring that clients were not at risk by staying home. For our 
Overseas Service Veterans Wait List Management Initiative, 926 additional Overseas 
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Service Veterans accessed nursing home care in their communities while on a wait list 
for access to care in the priority access beds. Our challenges here involved managing the 
number of clients entering long-term care and ensuring that priority access beds were not 
left empty. 


Our REHABILITATION INITIATIVE addresses the rehabilitation needs of CF members and 
their families. In partnership with the Department of National Defence and the Canadian 
Association of Rehabilitation Professionals, Veterans Affairs Canada has made some 
progress over the fiscal year. In October 2002, a work plan was developed for this 
initiative. During this fiscal year, our focus was on staffing in regard to rehabilitation 
specialization. This will continue into the next fiscal year. Also, VAC secured 
membership on the newly formed Canadian Council on Rehabilitation Education and 
Disability Studies, bringing a VAC perspective to the development of education and 
training programs and standards to rehabilitation education in Canada. Also, a Canadian 
Standard for Best Practices in Rehabilitation Counselling has been reviewed and adopted 
as a key reference document to guide the development of staff training modules and 
facilitate communication about rehabilitation practice. Due to a high incidence 

rate (83%) of chronic pain in our CF caseload, an initial program focus on chronic pain 
management was chosen and extensive research was conducted on models for program 
delivery for VAC clients in this respect. The challenge we face with this initiative 
involve meeting the rehabilitation needs of our CF members clients despite limited 
resources. 


Our ACCESSING HEALTH INFORMATION PROJECT is a VAC project that has been 
carried out in partnership with the Royal Canadian Legion and Industry Canada. Its 
purpose is to teach Veterans and seniors how to access health information and resources 
via the Internet which will assist them in making informed decisions about their health. 
The Industry Canada partnership spanned two years with a final report completed in 

May 2002. The report outlined the results achieved at 44 Community Access 

Program (CAP) sites established at Legion branches in seven provinces. With respect to 
the partnership of this project, Industry Canada provided the funding; VAC managed and. 
monitored the project; and the Royal Canadian Legion delivered the project. In 

June 2002, VAC continued supporting the project in partnership with the Royal Canadian 
Legion through delivery in one location on Prince Edward Island, three locations in 

New Brunswick and more recently at six sites in Quebec, scheduled to be completed in 
the Fall of 2003. The challenges we faced during this project involved coordination of 
activity among the nine Royal Canadian Legions in several provinces, as well as 
delivering quality programs within a tight time frame and on budget. Therefore, 
communication and organization were critical to the success of this project. 


Telehomecare uses telecommunications technology to provide care, instruction, and 
education to patients in their own homes. The equipment used allows two-way 
audio-visual interaction and transmits data and graphics to permit remote nursing staff to 
monitor patients’ vital signs. This technology uses the existing telephone system and 
requires no previous knowledge of technology by clients. On January 9, 2003, the 
Ministers of Veterans Affairs and the Prince Edward Island Department of Health and 
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Social Services jointly announced a TELEHOMECARE PILOT PROJECT. This partnership 
will result in expansion of the provision of telehomecare service to eligible Veterans and 
other homecare clients throughout Prince Edward Island. Building upon the Telehospice 
Pilot Project initiated by Prince Edward Island’s West Prince Health Region in April 
2000, the partners will develop an operational plan for the continued expansion of our 
telehomecare service from 2003 to 2006. It is expected that the knowledge gained from 
this project will be transferrable to other regions of Canada. 


Our NATIONAL QUALITY ASSURANCE PROGRAM allows Veterans Affairs to determine 
how well the organization is doing in terms of meeting Client-Centred Service 
Approach (CCSA) standards and how well we support the achievement of CCSA 
objectives. During this fiscal year, revisions were made to this program based on two 
pilot projects that were conducted in 2001-2002 to validate quality assurance tools and 
processes. A quality assurance review was completed in our Winnipeg District Office in 
November 2002. As well, this fiscal year, an outline was developed for a Quality 
Management Program which will enable staff and management at all levels of the 
organization to work collaboratively to meet or exceed standards for the delivery of 
consistent, exemplary client-centred services. Through these efforts, we are raising 
awareness of national service standards and encouraging quality improvement to meet or 
exceed these standards. Similar to other government departments, our challenges involve 
achieving our performance expectations with limited resources. 


The VOLUNTARY SECTOR INITIATIVE (VSI) was launched by the Government of 
Canada in June 2000. This five-year initiative strengthens the voluntary sector's capacity 
to meet the challenges of the future, and enhances the relationship between this sector 
and the federal government and their ability to serve Canadians. This initiative is also 
directly related to the societal indicator, volunteerism (under the Strength and Safety of 
Canadian Communities theme), in the Canada’s Performance Report 
(http://www.tbs-sct.gc.ca/report_e.asp). For Veterans Affairs, two VSI projects were 
ongoing in this fiscal year. In partnership with the Royal Canadian Legion, VAC 
continued work on the “Review and Determination of Housing Issues for Veterans and 
Seniors.” A literacy review was completed and a meeting was held in February 2003 to 
discuss the research that was conducted throughout the fiscal year. As a result of this 
meeting in February, policy development recommendations will be prepared for the final 
report on this project. The Victorian Order of Nurses’ Project, “Giving Voice to Seniors’ 
and Veterans’ Interests” was completed in March 2003. Throughout this fiscal year, gap 
analysis research was conducted as to what community and home care Veterans and 
seniors have now and what their needs are. The final report was scheduled for 
completion early in 2003-2004. 


RESEARCH plays an important role in the development and refinement of the programs 
we deliver and the services we provide to our Veterans and other clients. Research is key 
to ensuring that we are continually changing to meet the diverse needs of the people we 
serve. Over the fiscal year, a number of activities were completed, including background 
research into the use of mustard gas and exposure of Canadian troops to radiation and 
Agent Orange. We produced numerous reports on CF released clients to assist the 
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Transition Program with policy development. We conducted analyses into the use of 
psychotropic drugs by both Active Force and Regular Force clients. A number of studies 
were also completed, such as noise induced hearing loss among active Regular Force 
members, and social isolation of Veterans. Due to the nature of our research, we worked 
with external partners from time to time including Statistics Canada, various universities, 
the Royal Canadian Legion, as well as many internal partners within Veterans Affairs 
Canada. The challenge that we faced in conducting our research involved working with 
large amounts of data in a strict time frame with a limited number of staff. 


In 1999, a claim for damages in the form of interest on administered account balances 
was filed against the Crown. The claim was later certified as a class action lawsuit, with 
the late Mr. AUTHORSON being the representative for all persons who between 1916 and 
1990 had accounts administered for their benefit by VAC. The Crown was ruled to be 
liable for damages, and appealed this decision to the Supreme Court of Canada which 
was heard on April 10, 2003. On July 17, 2003, the Supreme Court of Canada accepted 
the Crown’s arguments that section 5.1(4) of the Department of Veterans Affairs Act was 
valid legislation which effectively barred claims by Veterans and their heirs for unpaid 
interest on administered balances. 


On March 24, 2003, the Ontario Superior Court released its decision on a second 
“estates” claim — that the Crown improperly took the pension or allowance money being 
administered for a Veteran when that Veteran died. The Court ruled that the applicable 
Veterans’ legislation, which provided that the balance of the account administered at a 
Veteran’s death might “lapse” to the Crown, was intra vires (of full force and effect) 
prior to 1986. However, after 1986 when the Pension Act was amended to provide for 
payment of administered pension balances to a deceased Veteran’s estate, no 
corresponding amendment was made in respect of allowances administered under the 
Veteran's Treatment Regulations. Therefore, the Court found that from that point in time 
in 1986, the operative section, s. 55 of the Regulations, was ultra vires (of no force and 
effect) and ordered that the amounts of treatment allowances administered for Veterans, 
who died after the 1986 amendment, would devolve to the Veterans’ estates and was 
payable to such estates by the Crown. The Plaintiff filed an appeal of the “estates” 
decision which will be heard in March 2004. 


In early March 2003, the Ontario Superior Court heard argument on the Plaintiff's 
motion to assess the total liability of the Crown for unpaid interest. Judgment was 
reserved. 


In June 2002, on behalf of the Government of Canada, our Minister responded to a 
National Round Table Report regarding longstanding grievances of FIRST NATIONS 
VETERANS relating to their allegations of discriminatory and differential treatment during 
and after the wars by offering a total package of $39 million (including administration 
costs) to these Veterans or surviving spouses, up to a maximum of $20,000 each. This 
goodwill offer was not provided on the basis of any liability on the part of the 
Government of Canada. In October 2002, it was announced that applications for this 
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First Nations Veterans Package would be accepted until February 15, 2003 — in total, 
2,393 applications were received for processing. The payment process to eligible First 
Nations Veterans began in March 2003 and it is anticipated that remaining payments will 
be processed by December 2003. There were many partners involved in research, 
negotiations, drafting of Cabinet documents, and implementation of the application 
process. These partners included Indian and Northern Affairs Canada, Justice Canada, 
Treasury Board Secretariat, Privy Council Office, Finance, the Department of National 
Defence, the Assembly of First Nations, and First Nations Veterans. During this fiscal 
year, discussions and research were ongoing with the Métis and Non-Status Indian 
Veterans’ organizations and Privy Council Office with respect to the demobilization 
benefits these Veterans received after the wars. 


First Nations Veterans Project 
VAC’s Portion of Actual Spending for Fiscal Year 2002-2003: $1.4 million 


BILL C-41, enacted in 2000, facilitates the delivery of pension benefits to eligible 

CF Veterans and still-serving members, and the extension of full Veterans’ benefits to all 
civilian groups who served overseas in close support of war efforts. To adhere to the 
program and policy changes required as a result of enactment of this Bill, during this 
fiscal year, implementation of the administrative processes, policies and training took 
place. The enhanced policies and training provide for improved client services including 
adjudication and provision of pension benefits to CF still-serving members for military 
service pensionable disabilities, and Veterans Independence Program services to military 
service pensioners and eligible civilian groups who provided overseas support to war 
efforts. This expanded eligibility for disability pensions and health care benefits resulted 
in an increased volume of claims processed. 


In partnership with the DND, VAC has a number of ongoing VAC-CF INITIATIVES that 
address legislative/policy issues, client services and program benefits, and issues relating 
to CF member transition from military to civilian life. Some of these activities in 
2002-2003 include: 


In April 2002, a Joint VAC-DND Release Transition Project was launched. The 
principal focus was on providing releasing members of the CF and their families with a 
wide range of integrated services to assist them in making the transition from military to 
civilian life. Also in April, the Memorandum of Understanding was renewed by VAC 
and Health Canada (lead department) for the Assistance Service for former CF members 
and their families who require professional counselling. This Memorandum of 
Understanding was expanded to include former members of the RCMP and their families. 
In our Reaching Out to Reservists project, VAC is developing a National Framework to 
ensure members of the CF Reserve are fully informed about VAC services and programs 
for which they may be eligible. Also during 2002-2003, eight Peer Support Coordinators 
were located either at VAC office or CF Sites. VAC continues to support and participate 
in many initiatives that were previously established through this partnership with the 
Department of National Defence. For example, we continue to support the DND-VAC 
Centre for the Support of Injured and Retired Members and Their Families. One of the 
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programs of this Centre is the Operational Stress Injury Social Support Program. VAC 
also continues to participate in the VAC-CF Advisory Council which provides the 
Minister and Department with advice on the need to enhance existing or develop new 
policies, programs and services for eligible CF members and Veterans and their families. 


The VAC/RCMP TRANSFER PROJECT was successfully completed in December 2002 
with Veterans Affairs Canada taking over the management of disability pensions for 
RCMP pensioners and the provision of health care benefits for retired and civilian 
members in receipt of disability pensions. Previously, VAC adjudicated disability 
pension claims for RCMP members, but payments were administered through the RCMP. 
As aresult of this project, VAC has assumed responsibility for the direct payment of 
disability pensions for approximately 3,800 RCMP pensioners as well as the provision of 
health care benefits for approximately 800 retired and civilian pensioners. Several 
challenges were presented during this project. Since the RCMP did not have electronic 
records or systems which could be used to assist in the transfer of history or payment 
information, an extensive manual process was undertaken to review RCMP records and 
build electronic history records. This collaboration provides an effective solution to the 
challenge of increased numbers of pension applications while ensuring that RCMP 
members, whose disabilities have resulted from service, have access to treatment 
benefits. 
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For more information, please visit the following web sites: 


Accessing Health Information Project: 
http://www.vac-acc.gc.ca/clients/sub.cfm?source=health/legion 


Centre for the Support of Injured and Retired Members and Their Families: 
http://www.dnd.ca/hr/thecentre/engraph/home_e.asp 


Clients: 
http://www.vac-acc.gc.ca/clients/ 


Entitlement Eligibility Guidelines and Table of Disabilities: 
http://www.vac-acc.gc.ca/providers/sub.cfm?source=equidelines/disabpen 


Falls Prevention Initiative: 
http://www.vac-acc.gc.ca/clients/sub.cfm?source=health/fallprev 


Guide to Access VAC Health Benefits and the Veterans Independence Program: 
http://www.vac-acc.gc.ca/content/services/healthcare/vachealthvip_e.pdf 


Providers and Professionals: 
http://www.vac-acc.gc.ca/providers/ 


Ste. Anne’s Hospital: 
http://www.vac-acc.gc.ca/providers/sub.cfm?source=steannes 


Veterans Independence Program: 
http://www.vac-acc.gc.ca/clients/sub.cfm?source=services/vip 


Voluntary Sector Initiative: 
http://www. vsi-isbc.ca/ 
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@ Pensions Advocacy Program 


Improving and expanding services for Canadian Forces Veterans 


Are Partnering to serve the Royal Canadian Mounted Police and eligible civilians 
Priorities: 


; Evaluating the effectiveness of the pension process and its flexibility to adapt 
to the emerging and changing needs of our Veterans and other clients 


Clients being informed of the process and their rights 


Planned 


Professional case preparation and representation 
Results 


Service improvement 


The rights of Veterans Affairs Canada clients protected through 
professional, legal representation in appealing decisions 
related to disability pensions and allowances. 


Strategic 
Outcome 


Self-Assessment of Performance Achievement 
& Exceeded Expectation | EiMetExpectation Progress Achieved § No Progress Achieved 


Actual spending for fiscal year 2002-2003: $8.2 million @ 86 Full-Time Equivalents 


All Canadians have a right to be treated fairly and professionally when dealing with the 
Government of Canada. At Veterans Affairs, under our Pensions Advocacy Program 
Strategic Outcome, we seek to ensure that Veterans and other clients are made fully aware 
of what the Bureau of Pensions Advocates (the Bureau) can do for them, and receive free 
professional, legal advice and representation. The Bureau provides these services for 
review or appeal, to the Veterans Review and Appeal Board (VRAB), of unfavourable or 
partially favourable entitlement or assessment pension or allowance decisions rendered at 
the first level of adjudication, or for final appeal of War Veterans Allowance decisions. 
The Bureau also represents still-serving Canadian Forces members and RCMP clients in 
their redress of duty-related disability pension application decisions. 


The Bureau continually strives to improve the service we provide to Veterans and other 
clients when preparing their cases. At the same time, we must be innovative in increasing 
awareness of our role with those who could most benefit from our assistance. The 
accomplishments highlighted for this strategic outcome demonstrate tangible progress 
made in creating an awareness of the role the Bureau serves, and steps that we have taken 
to ensure that Veterans and other clients are treated fairly and efficiently. 


The Pensions Advocacy Program Strategic Outcome is also linked to the Strength and 


Safety of Canadian Communities theme of the Canada’s Performance Report 
(http://www.tbs-sct.gc.ca/report_e.asp) through one horizontal area (a society that 


28 www.vac-acc.gc.ca_ Veterans Affairs = www.vrab-tacra.gc.ca 


uly Performance Accomplishments 
upholds human rights and equality as fundamental principles). 
Performance Accomplishments: 


During this fiscal year, we have made much progress with a number of initiatives. In 
March 2003, a “fact sheet” was produced which is now included in all initial mailings to 
Bureau clients. We held numerous information sessions across Canada — audiences 
included such groups as the Korea Veterans Association, the Royal Canadian Legion, 
Canadian Forces personnel, and the RCMP. We also took part in a video produced by 
the Department of National Defence which highlighted Veterans Affairs’ benefits and 
services available to CF personnel. This video is provided to CF personnel on 
deployment or aboard ships who would not otherwise have access to this information. 
Lastly, we have begun a review of our web site and are in the process of revising the 
wording to ensure the information is current and meets the needs of people who are 
seeking information regarding the Bureau. 


During this past year, the Bureau was successful in improving the service provided to 
Veterans and other clients by shortening turnaround times for processing of claims. In 
total, the Bureau handled 12,079 claims. Of this number, 8,551 claims were completed. 
The remaining 3,528 were resolved through 


client counselling by the Bureau, and did not Over) O00 claims were handled as 


require further action. It should be noted that the “departmental reviews,” resulting in a 
8,551 completed claims represents a 58% significant number of clients not 
increase over 2001-2002 when 5,426 claims having to proceed personally to an 
were completed. This is due to the appeal before the VRAB - a savings 


of some 40 weeks of hearings for both 
the Portfolio and our clients. 


implementation of a new client computer system 
in 2001-2002, which caused a decrease in the 
number of claims processed during that fiscal 
year, but increased productivity in 2002-2003 as 
a result of this new improved technology. 


For the cases that do need to proceed before VRAB, Bureau clients have indicated that 
they would prefer to have more time in face-to-face contact with their Advocates prior to 
Hearings. As a means of increasing this time for interaction, the number of cases per 
Advocate per Hearing was reduced from six to five. 


The chart below summarizes the Bureau’s turnaround times over the last two fiscal years. 


Chart 7: The Bureau’s Turnaround Times 


2001-2002, 2002-2003_~—, | maround 

Improvement 
Reviews (average number of days) 142 125 12% 
Appeals (average number of days) 121 97 20% 
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The standard for scheduling hearings at the Review level is 120 days from first contact 
by the client, and 90 days at the Appeal level. As shown in the above chart, there has 
been an improvement in our service turnaround times over the one-year period, however, 
we realize that additional work is required to improve our turnaround times even more 
and to deal with some of the unique challenges we face in serving Veterans and other 
clients. 


A new measure was also introduced during the reporting period to enhance the quality of 
evidence obtained in support of client claims. With the agreement of the client, the 
Advocate now has the option of deferring the Hearing date, and the turnaround time, 
while awaiting key documents, such as medical specialist reports, which would increase 
the chance of success at Hearing. 


During the course of the year, a pilot project was initiated in concert with VRAB. In 
situations where clients are unable to appear personally at Review Hearings due to 
distance, illness or mobility problems, a process was developed whereby these 
individuals are able to participate actively and provide testimony via teleconferencing. 
Bureau clients who would not otherwise be able to participate in their Review Hearings 
have provided extremely positive feedback with respect to this new initiative. 


With the decline in the numbers of VAC’s traditional war-time clients, and the increase 
in the number of younger CF and RCMP clients, the Bureau conducted a review of its 
office locations and clientele served by each office. As a result, there was a strategic 
relocation of resources over a number of months. The Calgary, Regina and Hamilton 
District Offices were phased out. Responsibility for Calgary clients shifted to Edmonton, 
the Regina workload moved to Winnipeg, and Hamilton clients were divided between 
Toronto and London. 


As well, resources were added to Head Office, Charlottetown, to address the need for 
additional lawyers to conduct Appeals. A decision was also made to make Pension 
Advocacy services available to CF clients on a pilot basis, at the Valcartier CF Base, 
starting April 1, 2003. The reaction of CF clients to this initiative, and the overall results 
of the pilot will assist Bureau management in deciding whether or not to expand the 
service to other CF locations across the country. 


Challenges: 


There were a number of challenges in serving our clients in a timely fashion. The current 
difficulties faced by the health care system across Canada impacted the Bureau’s 
turnaround times through delays in receiving specialists’ medical reports. Our 
turnaround times were also affected when our CF clients were deployed out of the 
country. Lastly, as stated earlier, our clients prefer more face-to-face discussion time 
with our Advocates. To address this, we continued to look for ways to improve our 
operational processes so that there is more time for each of our clients. With this effort, 
workload issues must also be addressed to ensure that work is distributed equitably 
among Advocates and Bureau offices, taking into consideration our shifting client base. 
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For more information, please visit the following web site: 


Bureau of Pensions Advocates: 
http://www.vac-acc.gc.ca/clients/sub.cfm?source=department/organization/bpa1 
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@® Canada Remembers Program 


Priorit Providing strong leadership in the delivery of Remembrance 
ne programming through effective partnerships 

: Increased knowledge and public awareness of the contributions made by " 

those who served Canada in times of war and peace 


. 
co 
° 


Increased involvement in Remembrance activities 


Planned: 
Results Veterans’ recognition in life and death 


Maintenance, preservation and presentation of 
Canada’s commemorative resources which are among the 
nation’s symbols of identity 


: A knowledgeable Canadian public that recognizes the achievements _ 
Strategic; and sacrifices of Canada’s citizens in the defence of freedom and _—T 
Outcome : appreciates the historical significance of these accomplishments 

in the development of Canada as a nation. 


Self-Assessment of Performance Achievement 
& Exceeded Expectation | & Met Expectation A Progress Achieved § = No Progress Achieved 


Actual spending for fiscal year 2002-2003: $36.6 million @ 41 Full-Time Equivalents 


The Canada Remembers Program Strategic Outcome keeps alive, for all Canadians, the 
achievements and sacrifices made by those who served Canada in times of war, conflict 
and peace. At Veterans Affairs, we seek to ensure that these achievements and sacrifices 
are recognized and appreciated by all Canadians, particularly our youth who will carry on 
this legacy of Remembrance. 


The Canada Remembers Program Strategic Outcome is also linked to the Strength and 
Safety of Canadian Communities theme of the Canada’s Performance Report 
(http://www.tbs-sct.gc.ca/report_e.asp) through one societal indicator (cultural 
participation) and two horizontal areas (Canadian culture and heritage are preserved and 
internationally recognized; and a visible presence in the international community). 
Participation in cultural activities unites Canadians by establishing a common ground 
between generations and cultures. 


Performance Accomplishments: 


Veterans Affairs meets its Remembrance mandate through three components: 
COMMUNITY ENGAGEMENT, PUBLIC INFORMATION AND RESEARCH, and NATIONAL 
AND INTERNATIONAL MEMORIALS. The following activities from this fiscal year 
provide evidence of the progress we have made toward achieving this strategic outcome. 
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Through COMMUNITY ENGAGEMENT, our goal is to have Canadians participate in and 
lead events that recognize Canada's role in conflict and how this role has contributed to 
the nation's development. A number of activities support this outcome, including local 
Remembrance ceremonies, overseas pilgrimages, learning events, all activities associated 
with Veterans’ Week, and the national presentation of Remembrance messages. 


The 85" Anniversary of the Battle of Vimy Ridge was recognized on April 9, 2002 by a 
special Remembrance ceremony at the National War Memorial in Ottawa. In addition to 
this ceremony, a partnership with the Live Learning Network had been established to 
bring attention to this significant anniversary, not only overseas but also in Canada, to as 
many Canadians as possible, by conducting a “virtual field tour” of the Vimy Memorial. 
This interactive learning experience linked approximately 15,000 students from across 
Canada to a VAC-sponsored youth learning delegation of thirteen students at Vimy 
Ridge. Across the country, numerous community events and ceremonies also took place, 
and many of these thirteen students continued to support Remembrance by sharing their 
experiences by participating in Remembrance events and speaking to service and school 
groups. 


The Minister of Veterans Affairs Commendation Award, approved by Her Majesty the 
Queen in April 2001, is awarded annually to exceptional Veterans 
and others who have contributed in an exemplary manner to the care 
and well-being of Veterans and/or to the Remembrance of the 
contributions, sacrifices and achievements of Veterans. Of the 700 
nominations received for consideration for this commendation in the 
2002-2003 fiscal year, 43 individuals were awarded the Minister of 
Veterans Affairs Commendation. The very first medal was awarded 
in Ottawa to Mr. Paul Métivier, a 102-year-old First World War 
Veteran, on the 85" Anniversary of the Battle of Vimy Ridge. 


Also in April 2002, the Government of Canada approved a new Remembrance Policy — 
“Canada Remembers: Canadians Service in Wartime and Peace Actions”. The primary 
objective of this new policy is to reaffirm that Canada will always remember the 
contributions and sacrifices of the fallen, the Veterans, those who served our country on 
the home front, and those who served and will continue to serve our nation in the cause 
of peace throughout the world. This policy led to the creation of a Federal Advisory 
Council on Remembrance. Chaired by the Deputy Minister of Veterans Affairs Canada, 
with senior level representatives from more than ten government departments, this 
Advisory Council held its first meeting in February 2003. The Advisory Council was 
established to set strategic direction for Remembrance, promote consultation and 
collaboration, and foster mutual goals among federal departments with a commemorative 
mandate. 


To mark the 60" Anniversary of the Dieppe Raid, ceremonies and activities at the 
National War Memorial in Ottawa as well as in each Veterans Affairs Canada region 
took place during the week of August 16 to 22, 2002. Internationally, an overseas 
pilgrimage comprising a delegation of 124 people including Dieppe Veterans, 
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parliamentarians, representatives from various Veterans’ organizations, and youth 
Cadets, took part in ceremonies in Dieppe and surrounding areas. 


Veterans’ Week is a time of Remembrance designed to honour all those who served 
Canada in the causes of war and peace. The theme for 2002, “Remembering Our Past, 
Preserving Our Future” was chosen, with the primary focus being Canadian youth. To 
promote this focus on youth, VAC worked in partnership with a number of organizations 
to deliver various activities and events. A partnership with Encounters With Canada 
during Veterans’ Week 2002, resulted in a week of learning activities developed around a 
“Canada Remembers” theme for approximately 138 students from across Canada. The 
“We Will Always Remember’ project with the Political Science Association of Concordia 
University was another such partnership which involved 64 secondary and 
post-secondary institutions across Canada. Students from these institutions were 
encouraged to thank Veterans by expressing their feelings in writing on a section of 
fabric which, when collected during an official ceremony on Parliament Hill during 
Veterans’ Week 2002, created an image of the Canadian flag. Additional activities, to 
mark this special and significant week, included candlelight services, poster unveilings, 
and wreath laying ceremonies that were held at the community and regional levels 
throughout Canada, with national events taking place in Ottawa. 


In December 2002, the development of a Canada Remembers Youth Strategy was 
initiated to identify opportunities for learning initiatives, events, and materials that 
encourage and stimulate the engagement of Canada’s youth in Remembrance activities. 
It is anticipated that this strategy will be further developed in 2003-2004. 


During 2002-2003, VAC contributed $900,000 to the Juno Beach 
Centre which opened on June 6, 2003. The Juno Beach Centre 
Association, a non-profit organization formed by Second World 
War Veterans, was responsible for the construction of this centre 
in Normandy, France. It will serve as a dynamic interpretive 
educational facility to ensure that the memory of Canada’s 
contributions to the Second World War will be preserved. 


The PUBLIC INFORMATION AND RESEARCH component is responsible for the 
development and distribution of national learning materials and publications to 
Canadians, as well as the updating of commemorative information on our web site. The 
result (increased awareness of our Veterans and others who have served in war and 
peace), supports our strategic outcome by making Canadians more knowledgeable about 
Remembrance. 


In March of 2003, VAC (in partnership with the Royal Canadian Legion, Canadian 
Heritage, Dominion Institute, Cadets Canada, Canadian War Museum and Encounters 
with Canada) concluded a seven-month “Meaning of Remembrance” project. The goal of 
this project was to develop one set of key messages, targeted at youth aged twelve to 
seventeen, which will enable the partners involved to use a common approach in 
conveying key Remembrance messages to all Canadians. 
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Also in March 2003, an assessment of VAC’s educational research, public information 
and learning materials was completed. This assessment included a comparative analysis 
of other major countries' Remembrance educational programming, including the United 
Kingdom, United States and Australia. As well, an analysis of the current learning 
approach followed by VAC was undertaken. Findings confirmed that VAC is playing a 
strong leadership role in promoting Remembrance amongst our youth as was evidenced 
through VAC’s production of superior learning kits for use by teachers and students. To 
further promote these learning materials, VAC plans to take steps to improve access to 
Remembrance material by teachers and youth in the classroom setting. 


During the fiscal year, VAC received over 1,000 requests for learning kits. These were 
distributed to various groups and organizations, including participants of educational 
conferences. Learning materials were also prepared for the 60" Anniversary of the Battle 
of the Atlantic and the 85" Anniversary of the Battle of Vimy Ridge. 


The VAC web site contains the Canadian Virtual War Memorial, a web site containing a 
registry of information about the graves and 
memorials of more than 116,000 Canadians and 
Newfoundlanders who gave their lives for their Canadian Virtual Wat Memorial 
country. In 2002-2003, more than 112,000 visits web site to add digital images of 
were made to this web site. This site has the photos and personal 
capability to digitally preserve a copy of photos and memorabilia to the collection. 
memorabilia submitted by the public. These can be 
submitted by e-mail or by using an electronic 
submission form located on the Canadian Virtual War Memorial web site. VAC is 
continually updating and adding to this database as new information becomes available. 


The public is invited to visit the 


Also available for viewing on the VAC web site are the Six Books of Remembrance 
which are physically located in the Memorial Chamber in the Peace Tower on Parliament 
Hill. In November 2002, the Minister of Veterans Affairs announced in the House of 
Commons that a Seventh Book of Remembrance would be created. Tentatively titled 
“In the Service of Peace,” this Book is intended to recognize those (other than First 
World War, Second World War, and the Korean War Veterans) who died as a result of 
their military service. This Book will be a tangible emblem, for serving and former 
members of the Canadian Forces that they may be recognized in the same manner as 
those who died in times of war. This will increase awareness of our “new” Veteran — 
those who served after the Korean War. This Book is being created by VAC, in 
partnership with the DND, and with the support of many Veterans’ organizations. It is 
anticipated that this Seventh Book will be installed in November 2004. 


Our NATIONAL AND INTERNATIONAL MEMORIALS component involves the provision of 
funeral and burial assistance, burials, grave and cemetery maintenance, and preservation 
and presentation of Canada’s international battlefield sites and monuments, including the 


Canadian National Vimy Memorial and the Newfoundland Beaumont-Hamel Memorial. 


Funeral and burial services are provided through grants to the Last Post Fund. In 
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2002-2003, these grants totalled $12.1 million. In 2002, 3,017 funeral and burial 
applications were approved. Work related to the transfer of the administration of the 
Department’s funeral and burial services to the Last Post Fund continued through 
2002-2003, and is expected to be completed in 2003-2004. In November 2002, VAC 
arranged for family members of three Second World War Canadian Soldiers, whose 
remains were recently discovered, to attend their burial and to participate in ceremonies 
of Remembrance in the Netherlands. 


Through the Canadian Agency of the Commonwealth War Graves Commission (CWGC), 
VAC continued to carry out its responsibility for grave maintenance for approximately 
116,000 Canadian war dead located in 74 countries. We also pay for the care and 
maintenance of Veterans’ grave sites in about 15,000 cemeteries across Canada, 
including two Government of Canada cemeteries in Halifax, Nova Scotia and Esquimalt, 
British Columbia. In partnership with the CWGC, a four-year pilot project was launched 
in Quebec in the Fall of 2002. For this project, VAC will develop an electronic inventory 
of that province’s Veterans’ graves. This may eventually grow into a national inventory 
of all Veterans’ graves in Canada which will allow for more efficient management of 
Veterans’ graves. 


Our European Operations comprise thirteen First World War Memorials in France and 
Belgium. The restoration and rehabilitation of these sites are detailed below in the 
Canadian Battlefield Memorials Restoration Project. These memorials are visited by 
almost one million people annually — Vimy, the largest, receives approximately 750,000 
visitors, and the second most visited site, Beaumont-Hamel, receives approximately 
130,000. As in previous years, VAC provided young Canadians (35 people in 
2002-2003) with the opportunity to serve as guides at these two memorials. As well, 
VAC assisted the Canadian Battle of Normandy Foundation with the cost of hiring guides 
for the Memorial Garden in Caen, Normandy. 


In partnership with the Department of Foreign Affairs and International Trade, and Parks 
Canada, Veterans Affairs completed an assessment of our European Operations in the 
Fall of 2002. This assessment examined the present status of our European Operations, — 
with primary focus on Beaumont-Hamel and Vimy. Challenges, opportunities, processes 
and costs associated with the ongoing maintenance of these operations were documented 
and an action plan will be developed from the recommendations contained in this 
assessment. 


The CANADIAN BATTLEFIELD MEMORIALS RESTORATION PROJECT is a five-year 
$30 million project that is expected to be completed in July 2006. Our many partners 
include Public Works and Government Services Canada, Treasury Board Secretariat, 
Natural Resources Canada, Parks Canada, Commonwealth War Graves Commission, 
Canadian Forest Services, United States Parks Services, Office Nationale des Forets de 
France, and the Canadian Embassies in France, Belgium, and Croatia. 


The objective of this project is to repair, restore, and rehabilitate Canada’s thirteen First 
World War battlefield memorial sites in France and Belgium. This project focusses on 
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four main areas: 


1) Restoration and rehabilitation of the Vimy Monument; 

2) Rehabilitation of eleven First World War memorials; 

3) Conservation of battlefield terrain and forest management at Vimy Ridge and 
Beaumont-Hamel; and 

4) Investigation of subterranean features at Vimy Ridge and Beaumont-Hamel 


The outcome of this project will be that the dignity and integrity of these sites will be 
preserved and safeguarded for all visitors to enjoy. This will also ensure the health and 
safety of both the public and employees. 


Veterans Affairs Canada’s role, as lead department in this project, is to manage the 
project itself, provide quality control and monitoring of the project as it progresses, and 
work with all of the partners and consultants involved with this project to ensure its 
successful completion. Currently, it is expected that the work will be completed within 
the five-year time frame although there have been some delays encountered along the 
way. A project of this magnitude presents a number of challenges including working 
with a globally diverse group of partners in a variety of time zones, and remaining within 
our pre-determined budget and time frame when there are occasional delays beyond our 
control. To compensate for these delays, contingencies were put in place during the 
planning process so that delays would not adversely impact our time lines. 
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The following chart summarizes our progress to-date: 


Chart 8: Canadian Battlefield Memorials Restoration Project Progress 


Site 


Restoration and 
rehabilitation of the 
Vimy Monument 


Rehabilitation of eleven 
First World War 
memorials 


Conservation of 
battlefield terrain and 
forest management at 
Vimy Ridge and 
Beaumont-Hamel 


Status 


The tender for the prime consultant for the Vimy Rehabilitation was 
issued in July 2002. The winning bid was substantially over budget 
so the tender was cancelled, the scope of the project was reduced, 
and the tender was reissued in October 2002. The contract for 
prime consultant was then awarded in January 2003. Tender 
documents for the construction phase are expected in the Fall of 
2003 with contract award expected in early 2004. Construction on 
the Vimy Monument will begin in the Spring of 2004. Despite the 
nine-month delay in awarding the prime consultant contract, the 
completion date for the Vimy Monument is still on target for July 
2006 as contingencies were put in place during the planning 
process. 


The rehabilitation of Courcellette, Le Quesnel, and Dury were 
completed in March 2003. Gueudecourt and Masnieéres, initially 
scheduled for completion in 2002-2003, will be rescheduled to the 
Fall of 2003. This is due to a delay in reimbursement of taxes paid 
to the Government of France which forced an interim realignment 
of our budget funds. Fives sites [Hill 62 (Sanctuary Wood), 
Passchendaele, Bourlon Wood, St. Julien, and Courtrai] are slated 
to begin work in 2004-2005. Lastly, with respect to 
Monchy-le-Preux, analysis of this site is ongoing. 


At Vimy Ridge, repairs were completed on the paths used by 
visitors, and the landscape has been repaired to prevent erosion. 
At Beaumont-Hamel, preliminary work began in the Spring of 2002 
on analyzing the best way to proceed in rehabilitation of their major 
pathways. Both of these sites are being monitored and best 
practices will be used to rehabilitate other pathways in the future. 
In partnership with Natural Resources Canada, a forest floor 


protection plan was initiated and is ongoing. 


In March 2003, a report was finalized on Phase 1 — identification of 
suitable techniques for the identification of subterranean features in 
a non-intrusive manner. The recommendations resulting from this 
report will lead into Phase 2 (surveying) and 3 (borehole validation) 
of this subterranean features investigation. 


Investigation of 
subterranean features at 
Vimy Ridge and 
Beaumont-Hamel 


An audit of this project, conducted by Veterans Affairs Canada, began in the Spring of 
2002. Its objectives are to periodically review project activities to determine the extent to 
which activities are scheduled, determine whether they remain within established 
budgets, and assess project and risk management in relation to established frameworks. 

It is anticipated that an interim report will be prepared by September 2003. 


Canadian Battlefield Memorials Restoration Project 
VAC’s Portion of Actual Spending for Fiscal Year 2002-2003: $3.0 million 


Veterans Affairs 
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Challenges: 


For this strategic outcome, there were a number of challenges in fulfilling our quest for 
Remembrance by all Canadians. Some of the challenges we faced involved geography, 
culture, perception, and the passage of time. For many Canadians, our memorials in 
Europe are a world away and it is difficult for these memorials to be recognized for their 
significance in the development of Canada as a nation. At home, Remembrance is not 
perceived as a year-round activity. Instead, it is Veterans’ Week and Remembrance Day 
in November. Another challenge is that as our older Veteran population diminishes, it is 
more difficult to keep their legacy alive, particularly in the minds of our younger 
generations. For these young people, the realities of war may be distant or non-existent, 
and they may be more familiar with the roles of our current peacekeepers in conflict 
situations throughout the world. Another difficulty is that some Canadians do not think 
of former peacekeepers as Veterans. Lastly, as we achieve success in increasing 
awareness amongst Canadians, the Department is receiving more and more requests for 
financial support from communities and other organizations and, like all government 
departments, we face the challenge of allocating our limited resources to where they are 
needed most. 


For more information, please visit the following web sites: 


Canadian Battlefield Memorials Restoration Project: 
http://www.vac-acc.gc.ca/general/sub.cfm/Memorials/cbmr 


Canadian Virtual War Memorial: 
http://www. virtualmemorial.gc.ca 


Juno Beach Centre: 
http://www.junobeach.org 


Memorials to Canada’s War Dead: 
http://www.vac-acc.gc.ca/general/sub.cfm?source=memorials 


Minister of Veterans Affairs Commendation: 
http://www.vac-acc.gc.ca/general/sub.cfm?source=department/mincom 


Records and Collections: 
http://www.vac-acc.gc.ca/general/sub.cfm?source=collections 


Youth and Educators: 
http://www.vac-acc.gc.ca/youth/ 
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® Corporate Administration 


Enhancing our policy capacity to ensure more effective use of 
information and analysis in support of evidence-based 
decision-making and better public accountability 


Aligning our strategic human resources plan to support the goals of 


Priorities the organization and the aspirations of our people 


Advancing the development of our information technology capacity in 
support of service improvement, organizational effectiveness and 
Government On-Line 


Portfolio resources meet corporate and program delivery needs 
in a cost-effective manner 


Planned 


Results Portfolio programs, strategic initiatives, activities and projects are 


assessed and performance reported 


Stakeholder consultation on major Portfolio change initiatives 


Activities focus on service improvement and organizational = 
effectiveness through the strategic management of our staff, 
improved communications, expanded use of technologies 
and a greater contribution to national policy development in 
areas that are directly related to the well-being and 
recognition of our Veterans and other clients. 


Self-Assessment of Performance Achievement 
& Exceeded Expectation  &iMetExpectation | AProgressAchieved § No Progress Achieved 


Actual spending for fiscal year 2002-2003: $68.7 million ¢ 687 Full-Time Equivalents 


Corporate Administration is important because innovation and efficiency are crucial in 
order for Veterans Affairs to provide Canadians with the benefits and service they require 
in a timely fashion. 


Performance Accomplishments: 


Over the year, a number of steps were taken in our efforts to increase our contribution to 
national policy development. Action taken on a number of fronts and from different parts 
of the organization helped to strengthen VAC’s policy and analytical capacities, increased 
our voice in national policy discussions, and moved our policy agenda forward. 
Partnerships with external stakeholders have been expanded as have internal mechanisms 
for sharing information, identifying policy challenges and seizing opportunities for 
collaboration. Throughout the year, VAC has continued to actively participate in 
interdepartmental policy discussions and national policy development in areas where we 
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are well-positioned to share our experience and expertise. Our contributions extend 
from support for persons with disabilities, seniors and aging, health promotion, home 
care and telehospice services, long-term care, palliative/end-of-life care, to broader health 
care reform and renewal initiatives. The annual review of the VAC Five-Year Strategic 
Plan 2001-2006 resulted in a re-focussing of our priorities and strategic direction to 
reflect current realities, emerging issues and new challenges. 


In July 2002, the VAC Human Resources Five-Year Strategic Plan (2002-2007) was 
released. This Human Resources Strategic Plan has been structured so that it is closely 
aligned with the strategic objectives and direction of the Department, as outlined in the 
VAC Five-Year Strategic Plan 2001-2006. The initiatives and issues that were addressed 
in this plan deal with the important human resource issues that are facing Veterans 
Affairs Canada, such as staff retention and recruitment; learning and development 
opportunities; the need for greater diversity in the workplace; and assistance for 
employees in managing stress and balancing workloads. Over the fiscal year, we have 
made progress in leadership training by offering workshops to middle management on 
the importance of leadership. As well, in promoting VAC as a learning organization, 
training 1s regularly offered to all staff to assist them in their day-to-day operations. It 
should be noted that a commitment to continuous education within the Veterans Review 
and Appeal Board led to the establishment of “VRAB College” where short courses 
covering a wide variety of both work-related and developmental subjects were offered in 
spring and fall sessions. This was so successful that further sessions are planned and this 
concept may be adopted more broadly across the Portfolio. The challenges we face with 
human resource planning involve the adaptation to changes within the Portfolio, whether 
they are program changes or staff changes. As we integrate human resource planning 
with the Portfolio’s strategic planning, we must constantly monitor present and potential 
future activity within the Portfolio so that we will always have the right people in the 
right place or we risk a decline in the quality of service we provide to our Veterans and 
other clients. 


Information technology is critical for the Portfolio in serving our Veterans and other 
clients efficiently and cost-effectively. Where needed, our computer hardware and 
software are upgraded to serve our clients better. This fiscal year, a VAC Information 
Technology Strategic Directions paper was developed which will help us to better 
integrate and coordinate information technology, information management, human 
resources, strategic business, and sustainable development planning. The challenges we 
face involve the rapidly changing world of information technology. This results in 
increased demand for new technology but at an increased cost. We address this by being 
flexible and adaptable to the changes in information technology as well as the changing 
requirements of VAC when our programs or initiatives take on a new direction. 


Service improvement plays a key role in all initiatives or projects that we undertake at 
Veterans Affairs. Further information on what we have accomplished this year is 
available under our Service Improvement Initiative in the Annexes section of this report. 
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Assessment of the work we do ensures that Canadians are getting good value for the 
taxes they pay. To ensure that Veterans Affairs’ numerous activities and projects are 
meeting their objectives and are within budget and on time, we conduct a number of 
audits and evaluations across the Portfolio. The following chart shows the status of some 
of our audits and evaluations during this fiscal year. 


Chart 9: Progress of Audits and Evaluations 


Audit or Evaluation Completion Date 
Computer Assisted Audit Tools and Techniques - Phase III February 2003 
Risk Assessment of Health Care Program Control Framework February 2003 
Post-Implementation of Client Services Delivery Network - Release 2 February 2003 
Pension Program Compliance Audit August 2002 


Modernization of Comptrollership - Modern Management Practices 


Awareness Sessions pubned Re 
Criteria and Approach Framework for Rating VAC Partnerships July 2002 
Computer Assisted Audit Tools and Techniques - Phase II May 2002 
Disability Pension Program Evaluation Ongoing 
VAC Transition Coordinator Pilot Project Ongoing 
Occupational Health and Safety Audit Ongoing 
Treasury Board Internal Audit and Evaluation Policies Ongoing 


Many of the above audits and evaluations are placed on the Veterans Affairs Canada 
web site upon completion. 


For more information, please visit the following web site: 


VAC Departmental Audit and Evaluation Reports 
VAC Five-Year Strategic Plan 2001-2006 


VAC Human Resources Strategic Plan 2002-2007 
VAC Service Improvement Initiative 
VA Sustainable Development Strategy 


http://www.vac-acc.gc.ca/general/sub.cfm?source=department/reports 
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® Veterans Review and Appeal Board Program 


Independent review and appeal process 


Planned 


Consistent and timely adjudication of claims 
Results 


Clients informed of their rights 


Strategic 
Outcome 


Fairness in the Disability Pension and War Veterans Allowance Program. 


Self-Assessment of Performance Achievement 
& Exceeded Expectation | & Met Expectation A Progress Achieved = No Progress Achieved 


Actual spending for fiscal year 2002-2003: $11.5 million @ 107 Full-Time Equivalents 


The review and appeal process is an important mechanism for all Canadians to allow 
them to dispute a decision made by the Government of Canada. Under the Veterans 
Review and Appeal Board Program Strategic Outcome, we seek to ensure that Veterans 
and other clients are treated fairly throughout the review and appeal process. The 
Veterans Review and Appeal Board (the Board) is a quasi-judicial tribunal, independent 
of Veterans Affairs Canada, that provides avenues of redress to Canadians who are 
dissatisfied with a disability pension decision made by Veterans Affairs Canada, the 
Board’s predecessors, or a Departmental Review decision regarding a War Veterans 
Allowance (WVA) claim previously rendered by the Department. Each eligible applicant 
is provided a full and fair hearing and a written decision outlining the reasons supporting 
the outcome. Approximately 95% of these applicants are represented by the Bureau of 
Pensions Advocates. The remaining 5% may be represented by a Service Officer of a 
Royal Canadian Legion or Veterans’ organization, a private solicitor, or they may choose 
to represent themselves. The accomplishments presented below for this strategic 
outcome show the efforts that we have made over the fiscal year to ensure applicants 
receive the benefits to which they are entitled. 


Performance Accomplishments: 


Independent review and appeal hearings of applications for disability pensions and 
allowances are adjudicated by Governor-in-Council appointed Members who interpret the 
legislation passed by Parliament and apply the laws to the particular circumstances of 
each claim. Adjudicators reach decisions through processes that are fair, transparent and 
understood by the parties involved. They render fair and timely decisions by being well 
prepared for the hearings, fairly considering the evidence and the submissions of the 
representatives, identifying relevant facts and applying appropriate legislation. Members 
are supported by legal and professional advisors as well as skilled staff who are 
knowledgeable and committed to quality client service. 
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by the Federal Court of Canada. While the Board is not a party to the judicial review 
process and rarely seeks intervenor status, it is required to analyse Federal Court 
decisions and ensure that the guidance given is reflected in its decisions, policies and 
operations. In 2002-2003, fifteen Notices of Application were received by the Board. Of 
the seven decisions rendered by the Federal Court of Canada during this fiscal year, four 
applications for judicial review were allowed and the Board was ordered to rehear these 
claims. Three of these applications were dismissed and one was discontinued. 


Consistent and well-reasoned decisions continue to be the Board’s major focus as it 
fulfills its mandate. As trained and knowledgeable adjudicators are key to ensuring fair 
consideration of the relevant facts and evidence, professional development is 
concentrated on the consistent interpretation and application of the legislation associated 
with reviews and appeals. Comprehensive learning programs are in place for new 
Members and all Members receive extensive ongoing training. Mentoring and sharing of 
expertise among Members, legal and professional advisors and skilled staff is valued and 
encouraged. In addition to the annual Members’ Conference, the Board implemented 
various strategies to broaden its knowledge base, held a mid-winter conference and 
initiated weekly discussion forums for Members. 


The use of technology is essential in ensuring timely communications and information 
sharing as Members are deployed across Canada and review hearings are held in forty 
locations. Providing laptop computers and training is fundamental to these exchanges. 
Innovative voice-activated software, introduced late in the fiscal year, will be evaluated 
following a trial period with a view to offering it to all Members. 


During this fiscal year, 10,710 new applications were registered with VRAB. This 
represents an increase of 30% over 2001-2002 and is consistent with the forecast of 
11,551 adjudications. However, as 3,958 applications were counselled out or referred for 
Departmental Review, the number of decisions issued was 6,752. 


The priority of the Board is to improve client service by adjudicating claims in a timely 
and effective manner. Implementing a new client information computer system in 
2001-2002 caused delays in the processing and hearing of claims. To address this delay, 
the Board invested significant effort in processing the pending claims to eliminate the 
backlog by substantially increasing the number of hearings held and decisions rendered 
to clients in 2002-2003. 
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The following chart shows our progress over the last three years: 


Chart 10: VRAB Decisions Finalized 


Review Applications 
Appeal Applications 


Reconsiderations 


War Veterans Allowance 


A commitment to pursue alternative methods of review hearings led to collaboration with 
the Bureau of Pensions Advocates in the development of a teleconference pilot project. 
This pilot involved clients who were unable to travel due to illness, infirmity, remote 
location or residing permanently outside of Canada. The teleconferences reduced 
scheduling delays and allowed applicants to be fully involved by telephone. During this 
period, hearings were held from Vancouver to Halifax and included three clients living in 
the United States. This project is being evaluated and expansions considered. 


Videoconference technology accelerated appeal hearing scheduling as Advocates across 
Canada made their submissions to Members convened in Charlottetown. In this fiscal 
year approximately 20% of the 1,363 appeal claims were heard by videoconference. 


The Board focussed on improving its service delivery commitment to render fully 
reasoned decisions to clients within thirty days from the hearing date. In spite of an 
increased workload, the Board decreased its turnaround time by increasing productivity, 
reallocating resources and streamlining processes. On average, the Board achieved its 
desired outcome as 90% of the review decisions were rendered in 28.6 days and 99% of 
the appeal decisions were rendered in 28.7 days. This is a marked improvement over the 
previous year when new computer software created delays to the extent that 70% of 
review decisions and 90% of appeal decisions were issued within forty days of the 
hearings. 


Communicating with clients and providing information regarding their right to appeal 
and representation is a primary consideration and an area where the Board strives to 
continue to improve. Additional contact is now made with appellants to acknowledge a 
request for reconsideration or a Federal Court Order to rehear a decision received by the 
Board. 


The Board provides toll-free telephone access to applicants throughout Canada. Client 
inquiries staff responded to approximately 3,000 telephone contacts in both official 
languages this fiscal year. Increasingly, individuals use electronic means to obtain 
information through the VRAB web site and e-mail. The Board identified the need to 
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extend its contact with clients, Veterans’ organizations and the public, and initiated the 
development of a communication strategy to address these concerns. 


As an independent tribunal, the Board does not enter into partnerships. However, 
consultations with primary representative groups and Veterans’ organizations resolve 
operational issues and improve client service. The Board and the Bureau of Pensions 
Advocates collaborated to provide uniformity and coordination of hearings to ensure the 
best interests of the clients are served. Regular meetings with officials of the Royal 
Canadian Legion, the Korea War Veterans Association and the War Amps provide 
avenues to discuss issues and explore recommendations. 


In October 2002, a risk assessment exercise was completed for VRAB. This involved 
preparation of an initial listing of risk areas followed by a risk assessment workshop for 
twelve VRAB participants. The identified risks related to security, resources, complexity 
of medical and legal arguments, and external rapid change in policies and processes. The 
Board will use the analysis provided as an internal management tool and a benchmark for 
future assessments. The Board plans to increase its risk management practices by 
providing training in identifying and assessing risk, and by integrating risk management 
practices in strategic and operational decision-making. 


Challenges: 


In recent years, streamlining within the Department impacted the workload in the Board. 
As VAC adjudicators do not retain all documents reviewed for an entitlement claim on 
the head office file, the Board is required to order the service documents for these claims 
in order to prepare a comprehensive Statement of Case for the Review Panel. This 
service improvement has resulted in more information being provided to assist the 
Members in rendering their decisions. However, this additional effort has also adversely 
affected the number of documents completed each week. Of concern to the Board are the 
number of claims which, for various reasons, are withdrawn by the clients and 
representatives after the Statement of Case has been prepared. The focus for the next _ 
fiscal year will be to work with representatives to reduce the number of claims registered 
which do not proceed to hearings. Another impact on the Board’s caseload is the 
increased number of favourable decisions at the first level of adjudication, resulting in 
fewer claims being forwarded for a review hearing. However, the claims before the 
Board are increasing in complexity of medical conditions and interrelationships between 
diseases. The Board addressed these challenges by ensuring that medical and legal 
expertise, extensive training and specialized materials were provided to Members who 
interpret and apply the legislation, relating the claimed disabilities to the applicant’s 
service and render decisions. 


The Board is committed to continuing to render well-reasoned decisions fairly and 
efficiently, while adhering to the principles of professionalism, continuous learning and 
communications, to serve Canadians with excellence and integrity. 
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For more information, please visit the following web site: 


The Veterans Review and Appeal Board: 
http://www.vrab-tacra.gc.ca 
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Our Partners 


In the federal government, partnerships are vital in providing quality service to all 
Canadians. Below are some of Veterans Affairs’ partners who work with us to serve 


Canadians: 
Atlantic Blue Cross Care 
http://www.atl.bluecross.ca 


Canada Customs and Revenue Agency 
http://www.ccra-adrc.qc.ca 


Canadian Heritage 
http://www.canadianheritage.gc.ca 


Canadian Human Rights Commission 
http://www.chrc-ccdp.ca 


Canadian War Museum 
http://www.civilization.ca/cwm 


Communication Canada 
http://www.communication.gc.ca 


Commonwealth War Graves Commission 
http://www.cwgc.org 


Finance Canada 
http://www.fin.gc.ca 


Foreign Affairs and International Trade 
http://www.dfait-maeci.gc.ca 


Health Canada 
http://www.hc-sc.gc.ca 


Human Resources and Development Canada 


http://www.hrdc-drhc.gc.ca 


Indian and Northern Affairs Canada 
http:/Awww.ainc-inac.gc.ca 


Industry Canada 
http://www.ic.gc.ca 


Justice Canada 
http://canada.justice.gc.ca 


Last Post Fund 
http://www.lastpostfund.ca 


National Archives of Canada 
http://www.archives.ca 


National Capital Commission 
http://www.canadascapital.gc.ca 


National Defence 
http://www.forces.gc.ca 


Natural Resources Canada 
http://www.nrcan-rncan.gc.ca 


Privy Council Office 
http://www.pco-bcp.gc.ca 


Public Works and Government Services Canada 
http:/Awww.pwgSc.gc.ca 


Royal Canadian Legion 
http://www.legion.ca 


Royal Canadian Mounted Police 
http://Awww.rcmp-grc.gc.ca 


Statistics Canada 
http://www.statcan.ca 


Treasury Board Secretariat 
http://www.tbs-sct.gc.ca 


War Amps 
http://www.waramps.ca 
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Annexes 


External Charging Information 


Veterans Affairs Canada charges a variety of fees at Ste. Anne’s Hospital and for 
replacement of war medals. During the 2002-2003 fiscal year, total fees collected by 
Veterans Affairs amounted to $24.1 million. All revenues generated are non-respendable 
and are credited to the Consolidated Revenue Funds. Below are details of VAC’s fee 
activities. 


R - Regulatory Service R & P - Right and Privilege O - Other Goods and Services 


2002-2003 Estimated Full Cost 
Actual Revenue to Provide Good or 
Fee Type* Fee Setting Authority ($000) Service ($000) 


War Medal Replacement 


Order-in-Council P.C. 811 
February 27, 1948 


VAC provides the first issue of medals free of charge (5,406 were issued in 2002-2003) to eligible Veterans 
or their next of kin. Replacement medals are available at cost (3,129 were issued in 2002-2003). 
Consultation and Analysis: None during 2002-2003. 

Service Standard: Medals are issued within 5 to 7 days once all required information and payment have 
been received. 

Performance Results: Turnaround times are achieved 85% of the time. 

Contact Information for Medals and Decorations: 


http://www.vac-acc.gc.ca/clients/sub.cfm?source=medals/infomedals 


Ste. Anne’s Hospital: In-Patient Charges to the Quebec Provincial Plan 


Letter received from Quebec’s Department 
of Health and Social Services which 
specifies the amount that will be paid. 


When a patient is admitted to Ste. Anne’s Hospital for a condition that is related to his pensioned condition, 
VAC assumes all costs and, therefore, no costs are charged to the Government of Quebec. On the other 
hand, when a patient is admitted for a non-pensioned condition, the Hospital charges a daily rate to the 
Government of Quebec for the type of care (chronic or acute care) that the patient received. VAC charged 
the Government of Quebec for these type of patients for a total of 155,272 patient-days in chronic care and 
937 patient-days in acute care. 

Consultation and Analysis: Daily rates are set by Quebec’s Department of Health and Social Services at 
$115 for chronic care and $198 for acute care. 

Service Standard: Medical, professional, nursing and support services are delivered according to the 
standards and practices that prevail in the health care field. 

Performance Results: In December 2002, the Canadian Council on Health Services Accreditation 
awarded Ste. Anne’s Hospital the highest type of accreditation (three-year) that can be awarded to a health 
institution. 

Dispute Management Process: As appropriate, conflicts are dealt with by telephone, correspondence 
and/or meetings. 
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R - Regulatory Service R & P - Right and Privilege O - Other Goods and Services 


2002-2003 Estimated Full Cost 
Actual Revenue to Provide Good or 
Fee Type* Fee Setting Authority ($000) Service ($000) 


Ste. Anne’s Hospital: Rental of Space 


Federal Real Property Regulations 
P.C. 1992-1837 
August 27, 1992 


VAC charges fees to telecommunication companies who have antennas on the roof of the main building of 
Ste. Anne’s Hospital for telecommunication purposes. Also, a provincial local services community centre 
pays some fees related to the occupation of space at the hospital. 

Consultation and Analysis: Licences and leases are drafted by Justice Canada, based on information 
received from Public Works and Government Services Canada, and are signed by the parties. 

Service Standard: Compliance with licence and lease conditions. 

Dispute Management Process: As appropriate, conflicts are dealt with by telephone, correspondence 
and/or meetings. Also, if applicable, legal proceedings may be taken to arrive at a settlement. 


Ste. Anne’s Hospital: Dietary Meals 


In accordance with current practices in the 
Quebec Health and Social Services network. 


VAC charges fees to employees and visitors who use the cafeteria at the hospital to take their meals. 
Consultation and Analysis: The cost for employees is based on the rate established in Quebec 
provincial hospitals and mainly covers the cost of the ingredients included in the meal. As for the cost for 
visitors, it is based on the cost for employees, plus an increase (ratio) of between 1.10 and 1.75. 

Service Standard: Service standards are based on the Sanitation Code for Canada's Food Service 
Industry and the Food Retail and Food Services Code, among others. Users’ suggestions are assessed 
and implemented whenever possible. 

Performance Results: Cafeteria users (employees and visitors) are asked to fill out periodic and ad-hoc 
surveys. A suggestion box is also available for users’ comments. 

Dispute Management Process: Disputes about food are evaluated on a case-by-case basis. Further to 
the evaluation, if the user’s request has merit, corrective measures are taken. 
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R - Regulatory Service R & P - Right and Privilege O - Other Goods and Services 


2002-2003 Estimated Full Cost 
Actual Revenue to Provide Good or 
Fee Type* Fee Setting Authority ($000) Service ($000) 


Ste. Anne’s Hospital: Domiciliary Care 


Veterans Health Care Regulations 
P.C. 1990-1825 $17,531 
August 28, 1990 


Accommodation and meal fees are not charged to patients admitted for a pensioned condition. However, 
when a patient is admitted for a non-pensioned condition, charges are levied to a maximum monthly fee of 
$755.12 based on the patient's revenues and other considerations. In 2002-2003, approximately 484 beds 
were occupied by these type of patients. 

Consultation and Analysis: The maximum monthly rate for accommodation and meal expenses is set by 
VAC to match the lower of the following two amounts: 1) the lowest monthly provincial user fee for 
accommodations and meals in effect on the previous July 1°; or 2) the maximum monthly rate applicable 
for accommodations immediately before October 1*', multiplied by the percentage representing the WVA 
rate for married persons in effect on July 1° of the current year compared to the WVA rate for married 
persons in effect on July 1* of the previous year. Residents are advised by letter of the new monthly rate 
they will be charged. 

Service Standard: Medical, professional, nursing and support services are delivered according to the 
standards and practices that prevail in the health care field. 

Performance Results: In December 2002, the Canadian Council on Health Services Accreditation 
awarded Ste. Anne’s Hospital the highest type of accreditation (three-year) that can be awarded to a health 
institution. 

Dispute Management Process: As appropriate, conflicts are dealt with by telephone, correspondence 
and/or meetings with residents or their representatives. Also, compensatory measures with regard to 
pensions may be taken and, if applicable, legal proceedings may be taken to arrive at a settlement. 
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Government On-Line 


Similar to other departments, Veterans Affairs has been increasing its Internet presence 
to better serve Canadians. Veterans Affairs’ Government On-Line Initiative has three 
“Key Services,” two of which relate to the Benefits and Services Programs Strategic 
Outcome: 1) Pensions and Allowances, Health Care Key Service; and 2) Seniors Cluster 
Key Service. Veterans Affairs Canada has the lead role for both key services. 


In regard to the Pensions and Allowances, Health Care Key Service, progress was made 
with respect to the Veterans Affairs Benefits and Health Services On-Line Project. This 
project aims to permit applicants to apply on-line for disability pension benefits or to 
request a review of existing pension entitlements. During this fiscal year, Volume | of 
the Veterans Program Policy Manual was made available on-line. In partnership with 
Public Works and Government Service Canada, Veterans Affairs implemented the 
on-line submission of Nursing Assessments signed and secured through the Government 
of Canada Public Key Infrastructure. The next step will be to implement the medical and 
occupational therapy assessments. Our partners for this project are Treasury Board 
Secretariat, Public Works and Government Services Canada, and the Secure Channel 
Project, 


For the Seniors Cluster Key Service, the Seniors Canada On-line web site provides one 
location for federal, provincial and territorial information that has been organized to 
make it easier for seniors, their families, caregivers and those who provide services, to 
find programs and services. Over the year, a number of enhancements were made to this 
web site. Two “Life Events” features (life care transition, and death and bereavement) 
were added. Through the use of a questionnaire, visitors are able to receive a list of web 
sites specifically geared to their situation as identified in the questionnaire. Information 
is provided for the relevant government and some non-government programs and 
services. The life event feature is geared to specific provinces and can serve as a 
checklist and planning tool. The search capability on this web site was improved. An 
audio-visual aid was added to the help feature to assist visitors in acquainting themselves, 
with the special features the Seniors Canada On-line site has to offer. In addition to work 
on the web site, the Seniors Cluster Key Service is also responsible for facilitating 
service improvement projects through the efforts of the Canadian Seniors Partnership 
(CSP) and a Citizen Advisory Panel. During this fiscal year, a presentation about the 
vision and objectives of the CSP was made at the Federal, Provincial and Territorial 
Ministers Responsible for Seniors meeting held in June 2002. Although VAC leads the 
work underway as part of the Seniors Cluster Key Service, much effort and collaboration 
is provided from a number of organizations federally - Canada Customs and Revenue 
Agency, Health Canada, Human Resources Development Canada, Treasury Board 
Secretariat, and Communication Canada; and provincially — the Ministry of Citizenship, 
Ontario Seniors Secretariat, Ministry of Health and Social Services, and the Governments 
of Prince Edward Island, Alberta, Manitoba and British Columbia. 


The third key service, also led by Veterans Affairs, is the Canada Remembers Key 
Service, which contributes to our Remembrance mandate under the Canada Remembers 
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Program Strategic Outcome. As of March 31, 2003, Veterans Affairs had more than 
8,000 items of on-line memorabilia of Canada’s War Dead linked to their entries on the 
Canadian Virtual War Memorial web site. During this fiscal year, this key service 
enhanced and extended its links to War Grave information. Over half of our Internet 
users access the Veterans Affairs Canada web site to view Canada Remembers material. 
Our partners for this cluster are the National Archives of Canada and Industry Canada. 


This year, VAC web site usage has increased by 27%, while electronic mail has increased 
by 22%. The Canadian Virtual War Memorial web site saw a 95% increase in 
submissions of memorabilia over the previous year. Seniors Canada On-Line 
experienced a 12% increase in visitors, and a 61% increase in repeat visits demonstrating 
that visitors found it valuable. 


The challenges faced by VAC in meeting Government On-Line commitments include 
meeting strict time lines at the same time that resources are fully committed to 
operational requirements. 


For more information, please visit the following web sites: 


Canadian Virtual War Memorial: 
http://www. virtualmemorial.gc.ca 


Seniors Canada On-line: 
http://www.seniors.gc.ca/index.jsp 


Veterans Affairs’ Government On-Line: 
http://www.vac-acc.gc.ca/general/sub.cfm?source=department/golrep 


Veterans Program Policy Manual: 
http://www.vac-acc.gc.ca/providers/sub.cfm?source=vppm 
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Horizontal Initiatives 


Horizontal initiatives are defined as significant initiatives in which partners from two or 
more organizations have received program funding and have formally agreed to work 
together to achieve shared outcomes. The following are VAC’s two horizontal 
initiatives, for which we are the lead department. 


HEALTH CARE COORDINATION INITIATIVE 


The Health Care Coordination Initiative (HCCI) was established in 1994 to develop and 
implement a strategy to coordinate federal government purchasing of health care services 
and products for federal government clients at the lowest possible cost through 
coordination of effort among departments and agencies. These clients (over one million), 
include Veterans, Canadian Forces, RCMP, First Nations living on reserve, the Inuit, 
inmates of federal institutions, immigrants and landed refugees. Ten departments and 
agencies with common interests formed a partnership to minimize inefficiency and 
duplication in their delivery of health care programs, 


while maintaining or improving the quality of the services In 2002-2003, jointly 
they provide. Veterans Affairs Canada has the lead role negotiated fees, bulk 
and hosts the HCCI Secretariat which supports the overall purchases and 
initiative by coordinating joint activities; providing collaborative policy 
analysis, planning and project management expertise; and development, collectively 
representing the federal health delivery departments on a resulted in improved quality 


of services to clients and 
$11.6 million in cost savings. 


number of Federal/Provincial/Territorial committees. The 
HCCI’s reporting requirements, resources, planned 
activities, and performance results are documented in their 
Business Plan, Accountability and Reporting Framework, 
and Annual Reports to the Treasury Board Secretariat of Canada. 


In its role as host of the HCCI, VAC contributed to this initiative in a number of ways. 
Operational costs for the HCCI Secretariat were funded by VAC. Our Associate Deputy 
Minister serves as Chair of the HCCI Executive Committee. VAC also actively 
participated in HCCI activities such as joint policy development among the federal 
departments, and joint negotiations with providers of health care goods and services. The 
outcomes of these activities are improved program management, monetary savings for all 
Canadians, and a better quality of life for federal clients, including our Veterans and 

other clients — a direct link to our Benefits and Services Programs Strategic Outcome. 


As the HCCI deals with a variety of health care providers across Canada, there are a 
number of challenges including differing legal bases for programs, varying operational 
and policy requirements, technology differences, differing client demographics, scarce 
resources, diverse organizational structures and political pressures. For the HCCI 
partners, this means that more time, effort and innovation are necessary to overcome 
these challenges, however, the improved outcomes justify the time required. 
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The HCCI is profiled in the Canada’s Performance 2003 Report 
(http://www.tbs-sct.gc.ca/report_e.asp). 


Health Care Coordination Initiative 
VAC’s Portion of Actual Spending for Fiscal Year 2002-2003: $1.0 million 


FEDERAL HEALTH CLAIMS PROCESSING SYSTEM 


The development phase of our Federal Health Claims Processing System (FHCPS) began 
in January of 2002. Veterans Affairs Canada, in partnership with the RCMP and the 
Department of National Defence, entered into a multi-year contract (2002 to 2008) with 
Atlantic Blue Cross Care (ABCC). This contract allows ABCC to process health claims 
on behalf of all three departments. 


The implementation of this contract is divided into four releases. Two releases were 
successfully implemented in 2002-2003. Release 1 included the ability for the RCMP to 
submit dental claims electronically and some 
technical positioning initiatives for VAC. 
Release 2 included the assimilation of Foreign This system development phase 
Countries and Health Related Travel business alone will save the federal 
processes for VAC. For the DND, it included Out $20 Seam eee anal erie will 
of Canada Emergency Care for CF members and serve all three departments (VAC, 
the development of a National CF Base pharmacy the RCMP, and the DND). 
system which was completed in March 2003. This 
system links all CF Pharmacies to the ABCC 
On-Line Pharmacy System currently used by retail pharmacies, providing the CF with 
comprehensive pharmacy records for all members. For the RCMP, this release included 
an integration of their dental and travel programs. 


There were a number of challenges involved with the implementation of these two 
releases, including a change in the scope of work, availability of human resources to 
support ongoing operations and development of this new system, and coordination of 
system upgrades with ABCC. To obtain a successful completion, risk management was 
crucial in maintaining a stable operational environment while phasing in this new system. 


This initiative is a successful example of a national horizontal governmental initiative 
that partners with the private sector. It is also a successful example of a Government 
On-Line initiative. 


Federal Health Claims Processing System 
VAC’s Portion of Actual Spending for Fiscal Year 2002-2003: $0.3 million 


More information, including contact information, on these and other federal government 
departments’ horizontal initiatives is available on Treasury Board Secretariat’s Horizontal 
Results Database at http://www.tbs-sct.gc.ca/rma/eppi-ibdrp/hr-rh_e.asp. 


Modern Comptrollership 
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For Modern Comptrollership, commitments were made under the 2002-2003 Report on 
Plans and Priorities under the following three themes: Values and Ethics, Enhanced 
Modern Management Practices, and Integrated Risk Management. 


Following an assessment and a review of best practices, a Values and Ethics Program 
Plan for 2003-2004 was developed and approved. This Plan involves a series of 
Departmental Values and Ethics Dialogue Sessions which will foster an environment 
within VAC where ethical risks and issues are identified and also, provide managers and 
employees with the tools they need to mitigate and deal with ethical issues. The Values 
and Ethics Program will contribute to the Modern Comptrollership objectives set by the 
Department by “operationalizing” values-based decision making into the day-to-day 
business activities. 


With respect to Enhanced Modern Management Practices, modern comptrollership is 
intended to provide managers with integrated financial and non-financial performance 
information, a sound approach to risk management, and appropriate control systems. 
These principles were incorporated into our approach to the operational business 
planning process, expenditure monitoring process and operationalization of the integrated 
management of risk. During the operational business planning process, senior level 
budget allocations were framed in a format that identified impact, risk and unfunded 
pressures. Final budget allocations for the fiscal year were then established using an 
approach that considered cross-impacts and affordability in the context of departmental 
priorities, while at the same time incorporating a risk mitigation strategy. Throughout the 
fiscal year, an expenditure and commitment analysis was conducted to refine and control 
the current fiscal year outlook and to support risk planning for the coming year. 


Integrated risk management involves management of risks in a corporate and systematic 
fashion to support strategic decisions in achieving organizational objectives. During the 
reporting period, the department undertook to operationalize its approach to integrated 
risk management. In striving to make integrated risk management visible at the 
operational level, an approach to identifying and assessing corporate risk was piloted in 
the Corporate Services Branch. This led to an increased awareness of integrated risk 
management as well as an understanding of the components of an operational risk profile. 
An informal evaluation of the pilot was conducted and based on lessons learned, a 
proposed implementation approach for the remainder of the Department was developed. 


During this fiscal year, VRAB’s senior managers assessed the Board’s current capacities 
and the detailed report can be accessed on the VRAB web site. In the current reality of 
limited resources available for change initiatives, a strategic plan was developed which 
identified four issues: communications, improved service delivery, management 
capabilities and transition planning. Modern management principles are being integrated 
in all areas of the Board including processes which identify and assess the impacts and 
risks associated with initiatives. 


56 www.vac-acc.gc.ca Veterans Affairs www.vrab-tacra.ge.ca 


Regulatory Initiatives 


Annexes 


With respect to regulatory initiatives, Veterans Affairs’ commitments in the 2002-2003 
Report on Plans and Priorities involved the Veterans Burial Regulations, Veterans 
Allowance Regulations, and Veterans Health Care Regulations. Below is a summary of 
our expected results and what was accomplished. 


Initiative and Expected Results 


Amalgamation of the two burial 
programs administered by the 
Department, by consolidation of the 
Veterans Burial Regulations, 1995 
and the Last Post Fund Regulations, 
1995, including the transfer of the 
administration of burial programs to 
the Last Post Fund, equal treatment 
under the law for all common-law 
partners and resolution of 
observations made by the House of 
Commons and Senate Standing 
Joint Committee for the Scrutiny of 
Regulations. 


Veterans Allowance Regulations to 
harmonize definitions related to 
blindness, facilitate recovery of 
overpayments, improve the 
accounting for client absences from 
Canada, provide for equal treatment 
under the law for all common-law 
partners and ensure gender-neutral 
terminology and make other 
technical changes. 


Enhancement of the Veterans 
Health Care Regulations to include 
the health services and benefits for 
former RCMP members pensioned 
for special duty area service-related 
disabilities. 


Results Achieved 


During 2002-2003, the Department of Justice 
continued its review of the proposed amendments, 
as required by the statutory examination process. 
The complexity of these amendments, and other 
associated factors, have contributed to the lengthy 
time line. Additionally, particular attention is paid to 
provincial jurisdiction and harmonized compatibility 
with common law and civil code systems used in the 
different provinces. It is now anticipated that these 
amendments should be completed during 
2003-2004. 


Completion of the “statutory examination” of these 
amendments is anticipated for May 2003. When 
this phase is complete, and with the 
recommendation of the Minister of Veterans Affairs, 
the regulations will be submitted for 
approval-in-principle. The regulatory proposal will 
then be submitted for pre-publication in the Canada 
Gazette. After pre-publication, the regulations will 
be considered for final approval, and published in 
final form. Coming into force is anticipated for late 
2003-2004. 


A partnership has been established between the 
RCMP and VAC to identify the short, medium and 
long term needs of discharging or discharged RCMP 
members and to develop appropriate VAC services 
and benefits to meet these needs. Within the 
context of the work to be undertaken through this 
partnership, modifications to existing VAC and 
RCMP legislation, including the Veterans Health 
Care Regulations, will be considered. 


More information on Veterans Affairs’ legislation is available at 
http://www.vac-acc.gc.ca/general/sub.cfm?source=department/Legislation. 
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Service Improvement Initiative 


As part of VAC’s Service Improvement Initiative, a National Client Satisfaction Survey 
was conducted in June 2001, to establish reliable baseline data on the level of clients’ 
satisfaction with VAC’s programs and services. These survey results formed the basis 
upon which the 2002-2005 Departmental Service Improvement Plan was developed, thus 
setting the stage for continuous service improvement. 


In April and May 2003, VAC conducted a subsequent National Client Satisfaction 
Survey to benchmark against the 2001 results and 
measure the progress achieved toward clearly defined 


The results of the 2003 survey 


Primary and Secondary Opportunities for Service reveal an overall increase in 
Improvement that were identified through the 2001 the level of client satisfaction 
survey. A total of 1,447 clients were surveyed, with our programs and 
including War Veterans, Survivors and Canadian Forces services, moving from 


85% in 2001, to 87% in 2003. 


Veterans and Clients from all provinces across Canada. 


Initiatives Formally Covered by VAC’s Service Improvement Plan 


VAC’s Service Improvement Plan contains initiatives which support four of the 
Portfolio’s long-term strategic outcomes: Benefits and Services Programs; Pensions 
Advocacy Program; Canada Remembers Program; and Corporate Administration. This 
Service Improvement Plan is a road map for continuous service improvement and guides 
the Department in its efforts to address and effectively respond to the complex needs of 
our diverse client groups. The Service Improvement Plan and Compendium of Action 
Plans contain initiatives from all branches, divisions and operational units within the 
Department and, as such, address both front-line and internal corporate services which 
support the delivery of programs and services to all client groups. To measure our 
progress against service improvement targets and to ensure that the initiatives identified 
in the Service Improvement Plan continue to address priorities from a client-centred 
perspective, VAC will continue to conduct national surveys every two years. By 
employing the Common Measurements Tool as part of our survey methodology, VAC 
will be able to measure not only clients’ satisfaction with specific service elements, but 
also the level of importance, or priority, that our clients place on each aspect of our 
service. In addition, we will be able to benchmark VAC’s performance relative to other 
public sector organizations. 


Main Achievements in Improving Service from a Citizen-Centred 
Perspective 


The 2003 survey results reflect an overall improvement in the level of client satisfaction 
with the programs and services offered by VAC for all client groups, with the Canadian 
Forces Veterans and Clients experiencing the greatest increase. 
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The following chart provides a summary of our survey results: 


Chart 11: Client Satisfaction Rating 


Satisfaction Rating 
Client Group ———— ee 


2001 2003 
War Service Veterans 89% 90% +1% 
Canadian Forces Veterans and Clients 72% 80% +8% 
Survivors 84% 86% +2% 
Overall Satisfaction Rating 85% 87% +2% 


Data from VAC’s 2003 National Client Satisfaction Survey demonstrate that progress 
was realized on six of the eight Primary Opportunities for Service Improvement 
identified in the 2001 survey, with Time to Wait for a Written Decision remaining 
constant at 70%, and Waiting Time for an Appointment dropping by two percentage 
points from 85% in 2001 to 83% in 2003. 


Progress also was realized on three of the five Secondary Opportunities for Service 
Improvement, with Respect and Dignity Given remaining constant at 96%, and Clear 
Written Communications dropping by three percentage points from 92% in 2001 to 89% 
in 2003. The categories, Communications and Services Offered by Staff, have 
experienced overall increases in satisfaction levels, thus reflecting the Department’s 
commitment to focus our efforts on service areas that are deemed to be priorities from 
our clients’ perspective. 
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Chart 12: Service Satisfaction Rating 


Satisfaction Rating 


Service Categories —_—_——___—_—_—————_ Improvement 
2001 2003 

Timeliness 70.0% 70.0% 0% 

Access to Services * 85.5% 83.1% -2.4% 

Communications 88.1% 88.7% +0.6% 

Services Offered by Staff 90.4% 91.9% +1.5% 
Staff Knowledge (competence) 83.0% 89.0% +6.0% 
Fair Treatment 89.0% 90.0% +1.0% 
Helpfulness and Willingness to go 90.0% 91.0% +1.0% 
the Extra Mile 

Outcome: In the end, did you get what (Not eee 

you needed? Availasiay. 3 88?) S34 

fi Although “Access to Services” experienced an overall decline of 2.4 percentage points, 


the service elements in this category were afforded lower than average levels of 
importance (79.3%) by clients. 


The percentage of clients who indicated that VAC’s benefits and services met their needs 
either “entirely” or “for the most part” increased from 72% in 2001, 'to 77% in 2003, with 
28% of clients stating that the services offered by the Department have improved over the 
past twelve-month period. 


While it is recognized that positive progress has been achieved, there are still areas which 
require improvement. As part of our commitment to continuous service improvement, 
VAC will focus further attention on the following areas: 


v 


Time to wait for a written decision; 

Time to wait for an appointment; 

Information on applying for or accessing benefits and services; 

Questions being answered; and 

Better understanding of the issues facing Canadian Forces Veterans and clients. 


v 


v 


v 


v 


Improvements in Client Satisfaction and Progress Toward Satisfaction 
Targets 


Given our positive client satisfaction rating, VAC will endeavour to sustain the current 

level of client satisfaction on the service elements that were afforded a 90% rating or 

above and focus attention on the elements of our service where the reported level of 
satisfaction was lower than the level of importance stated by our clients. 
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VAC is in the process of updating its Service Standards through extensive consultation 
with clients, internal management teams and employee groups. A revised publication of 
VAC’s Service Standards, including electronic service delivery components, will be 
completed in the 2003-2004 fiscal year. 


Service Improvement is Everyone’s Responsibility! 


A critical component of VAC’s Service Improvement Plan is clear accountability for the 
achievement of results. The engagement of staff, at all levels in the organization, is 
fundamental to the successful implementation of our Service Improvement Plan. As a 
pilot for the 2003-2004 review period, service improvement objectives will be 
incorporated into the performance contracts of departmental managers and the 
performance appraisals of staff members. This results-based approach to continuous 
service improvement is intended to bring together accountability for results and 
recognition of accomplishments. 


More information on VAC’s Service Improvement Initiative is available at 


http://www.vac-acc.gc.ca/general/sub.cfm?source=department/reports/sii. 
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Status of Fuel Storage Tanks on Veterans Affairs 
Owned Land 


Thousands of storage tank systems for petroleum and allied petroleum products have 
been installed on federal lands — many of these storage tank systems were fabricated from 
carbon steel without corrosion protection. As these systems age, they are more likely to 
fail due to corrosion, and leaks from storage tank systems can have devastating 
environmental and economic impacts. Therefore, federal government departments must 
register their in-use and abandoned tanks and report annually on their status as follows: 


Annual Report for April 30, 2003 


As required under the Canadian Environmental Protection Act, Part IV, Federal 
Registration of Storage Tank Systems for Petroleum Products and Allied Petroleum 
Products on Federal Lands or Aboriginal Lands Regulations, this report provides the 
information set out in Schedule II of the aforementioned regulation, updated to 
December 31, 2002. 


The following number of aboveground storage tank systems: 


Are registered with Veterans Affairs: 6 


Comply with the Federal Aboveground Storage Tank Technical Guidelines: 6 


The following number of underground storage tanks systems: 
Are registered with Veterans Affairs: 0 


Comply with the Federal Underground Storage Tank Technical Guidelines: 0 


More information on the Federal Storage Tank Systems for Petroleum and Allied Petroleum 
Products is available at http://www.ec.gc.ca/st-rs. 
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Sustainable Development Strategy 


For the benefit of all Canadians, the Government of Canada is committed to doing its part 
in being environmentally, socially and economically responsible. We too must meet the 
needs of the present without compromising the needs of future generations through 
sustainable development. At Veterans Affairs, our commitments in this regard are 
publicized in our Sustainable Development Strategy. Veterans Affairs’ second 
Sustainable Development Strategy, covering the period 2001-2004, was tabled in 
Parliament in February 2001. Our progress in meeting our targets is reported on a regular 
basis on Veterans Affairs Canada’s web site. 


Veterans Affairs identified several concrete objectives, targets and milestones to integrate 
the concept of sustainable development into our activities, decision-making processes, 
and organizational culture. These are grouped under the following four themes: 


Sustaining our government operations — Our focus under this theme is primarily on 
developing and fostering partnerships to improve the services we provide, and the 
preservation and presentation of our physical commemorative resources. 


Sustaining knowledge and information — Developing and sharing knowledge and 
information through our commitment to integrate sustainable development into our 
policy and decision-making processes, allows us the opportunity to influence the social 
values of the Canadian public. 


Sustaining the health of our clients — Our programs and services are tailored to sustain 
the health and well-being of our family of clients. 


Sustaining the health of our staff — Our focus under this theme 1s primarily on 
establishing support programs that help to balance the work and family lives of our 
employees. 


These four themes contribute to each of our strategic outcomes through activities that 
relate to clients, staff, and how we conduct our day-to-day operations. As we reach our 
targets, we improve or maintain the quality of life for our Veterans and other clients, as 
well as our staff. We also enhance our Remembrance mandate by preserving our 
memorial sites through environmentally responsible practices. As a result, incorporating 
sustainable development practices and awareness in everything we do, moves us closer to 
serving our Veterans and other clients with greater efficiency while at the same time, 
preserving the environment for the use of future generations. 


During this fiscal year, some progress was made in the incorporation of sustainable 
development practices and awareness into our day-to-day operations. Although the status 
for a number of our milestones is ongoing, we have reached some milestones, including 
the completion of arrangements to share our government vehicles with other federal 
government departments, and implementation of a policy promoting the procurement of 
environmentally preferred goods and services. The challenges that we faced involved 
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environmentally preferred goods and services. The challenges that we faced involved 
increasing awareness among staff regarding sustainable development, limited resources to 
manage this project, and difficulty with the monitoring of our milestones. 


It is anticipated that our next Sustainable Development Strategy (2004-2010) will be 
tabled in Parliament in December 2003. For this next strategy, adjustments have been 
made in that we will focus on outcomes that can be measured and monitored over a 
longer period of time. As well, progress toward targets in our next strategy will be 
measured, on a semi-annual basis, more definitively as follows: 


Target has been achieved 

Progress toward target is on schedule 

Target has not been met or progress toward target has been delayed 
Target has been revised 

Target is no longer valid 


Vo Vo Ve Cy, 1-Y; 


Where targets have not been achieved, an explanation will be provided. 


More information on Veterans Affairs’ Sustainable Development Strategy is available at 


http://www.vac-acc.gc.ca/general/sub.cfm?source=department/reports. 
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Financial Performance Tables 
Veterans Affairs Canada 


Total spending authority for the Veterans Affairs Program in 2002-2003 was $2,514.5 
million, or $244.7 million higher than the planned spending reported in the 

2002-2003 Report on Plans and Priorities. The increased authority was obtained through 
Supplementary Estimates and access to the Treasury Board Votes 5 and 10 for centrally 
funded programs, and is comprised mainly of additional funding the following items: 


> $101.6 million for disability pension payments; 

> $55.8 million for the purchase of goods and services under the Other Health 
Purchased Services Program; 

$38.6 million for one-time payments to First Nations Veterans; 

$13 million as compensation for signed collective bargaining agreements; 

$8.3 million for contributions under the Veterans Independence Program; 

$7.7 million for costs associated with the Authorson litigation case; 

$6 million operating budget carry forward from 2001-2002; and 

$13.7 million for other initiatives, including adjustments to statutory authorities. 


Vey wa Ve Via ov, 


In addition to the above, $6 million was re-allocated from the Other Health Purchased 
Services allotment to cover shortfalls in the Department’s operating budget. 


Actual expenditures for 2002-2003 in the Veterans Affairs Program were $50.6 million 
less than the total authorized funding, for a lapse of 2% of the total authorized. Of this 
amount, $23.4 million consisted of lapses spread across various Grants and 
Contributions, and there was a lapse of $17.3 million in the Other Health Purchased 
Services allotment. The remaining $9.9 million lapse related to various projects under 
the Department’s operating budget. 


Veterans Review and Appeal Board 


Total spending authority for the Veterans Review and Appeal Board in 2002-2003 was 
$11.5 million, or $0.5 million higher than the planned spending reported in the 
2002-2003 Report on Plans and Priorities. The increased authority was obtained through 
Supplementary Estimates and access to Treasury Board Votes 5 and 10 for centrally 
funded programs, and related primarily to a carry forward from 2001-2002, and funding 
to compensate for signed collective bargaining agreements. 
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Table 1: Summary of Voted Appropriations 


2002-2003 Financial Requirements by Authority ($ millions) 


Planned Actual 
Spending Authorities Spending 


1 Operating expenditures 607.0 744.6 717.4 
Capital expenditures 7.6 Gy] 4.8 
Grants and contributions 1,624.9 1,726.9 1,703.4 
- Salary and motor car allowance 


Re-establishment credits under Section 8 and 
repayments under Section 15 of the War 
Service Grants Act of compensating 
adjustments made in accordance with the 
terms of the Veterans Land Act 


(S) Returned soldiers insurance actuarial liability 
adjustment 


Veterans insurance actuarial liability 
adjustment 

Spending of proceeds from the disposal of 
surplus Crown assets 


Refunds of amounts credited to revenues in 

previous years -- 0.1 0.1 
(S) Court awards -- Mil ve 
(S) Contributions to employee benefit plans 30.0 36.4 36.4 

Total Veterans Affairs di el 2,269.8 2,514.6 2,463.6 
15 Program expenditures 
(S) Contributions to employee benefit plans PY 9 Zot Zo 


Total Veterans Review and Appeal Board 
Program : 11.5 bE) 


Total Portfolio 2,280.8 2,526.1 2,475.1 


Note: 1. Operating includes minor capital and other health purchased services. 
2. Total authorities are main estimates plus supplementary estimates plus other 
authorities. 
3. Due to rounding, figures may not add to totals shown. 
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Table 2: Comparison of Total Planned Spending to Actual Spending 


Portfolio Planned Versus Actual Spending by Business Line ($ millions) 


Less: 
Grants and Total Gross | Respendable Total Net 
Business Line FTEs | Operating | Capital | Contributions | Expenditures | Revenues* | Expenditures 
Benefits and Services 
Planned Spending 590.6 6.6 1,625.1 222273 D222 
(Total Authorities) 675.0 o1 ATE 2,407.2 2,407.2 


(Total Actual 
Spending) 652.4 , : 2,360.9 


Corporate 
Administration 
Planned Spending 


(Total Authorities) 


(Total Actual 
Spending) 


Veterans Review and 
Appeal Board 
Planned Spending 


(Total Authorities) 


(Total Actual 
Spending) 


Total Portfolio 
Planned Spending i 1,625.1 


(Total Authorities) : ibaa 2,526.1 2,026.1 


(Total Actual 
Spending) : 1,703.7 2,475.1 2,475.1 


Other Revenues and Expenditures 
Non-respendable Revenues ** 

(Total Authorities) 

Actuals) 

Cost of services provided by other departments 
(Total Authorities) 

Actuals) 

Net Cost of Program 

(Total Authorities) 


Actuals) 


Formerly “Revenues Credited to the Vote” 
Formerly “Revenues Credited to the General Government Revenues (GGR)” 


Note: 1. Operating includes minor capital, other health purchase services, and the following statutory items: 

Contributions to employee benefit plans, Minister of Veterans Affairs - Salary and motorcar allowance, 
Spending of proceeds from the disposal of surplus Crown assets, Refunds of amounts credited to revenues 
in previous years, and Court awards. 

2. Grants and Contributions include both Voted and Statutory items. 

3. Actual and Total Authorities for Corporation Administration include the amounts for Information 
Technology/Information Management and ex-gratia payments to First Nations Veterans, Merchant Navy 
Veterans, and former Prisoners of War. 

4. Due to rounding, figures may not add to totals shown. 
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Table 3: Historical Comparison of Total Planned Spending to Actual 
Spending 


2000-2001 | 2001-2002 
Business Line Spending | Spending | Spending | Authorities | Spending 
enttsonsonees | zone | aes | azas | 2aor | 2a0ne 
[Corporate Administration | 83.7 83.7 ce el 
See el ll el 
Appeal Board 10.0 11.0 125 
Toiponoie | ane | aaees | sason | asaer | aa7ea 


Note: Due to rounding, figures may not add to totals shown. 
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Table 4: Crosswalk Between Strategic Outcomes and Business Lines 
- Planned Spending 


($ millions) 
| @ Benefits and Services Programs 
@ Pensions Advocacy Program 
@ Canada Remembers Program 
® Corporate Administration 
® Veterans Review and Appeal Board Program 
Strategic Outcome 
BusinessLine || @ =| @ | @ | @ | @ | Total 


Berets and Seviees era | 77 | 2 | - | ~ | 2003 
Geperionaminsvaton | - [| - | - | 7s] - | #78 


Total for Veterans Affairs Canada 2,269.8 


Veterans Review and 
Appeal Board 11.0 11.0 


Total for the Veterans Affairs Portfolio 2,280.8 


Table 5: Crosswalk Between Strategic Outcomes and Business Lines 
- Actual Spending 


® Benefits and Services Programs 
@ Pensions Advocacy Program 
@ Canada Remembers Program 
@ Corporate Administration 
® Veterans Review and Appeal Board Program 


Strategic Outcome 
| @ | Total 


Business Line 


SN 
re 


Corporate Administration Fo | 687 | | 102.7 
Total for Veterans Affairs Canada | 2,463.6 | 


Veterans Review and 
Appeal Board cM, 1455 


Total for the Veterans Affairs Portfolio 2,475.1 


i Represents actual amount spent on one-time payments to First Nations Veterans, 
Merchant Navy Veterans, and former Prisoners of War. 
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Table 6: Revenues - Respendable and Non-Respendable 


The majority of VAC’s non-respendable revenues comes from in-patient hospital 
services at Ste. Anne’s Hospital covered by provincial hospital insurance plans. Other 
revenue sources include recovery of disability pension payments from foreign 
governments and refunds of previous years’ expenditures. Only a very minor portion of 
revenues relates to user fees and cost recovery policies. 


Revenues by Business Line ($ millions) 


2000-2001 | 2001-2002 2002-2003 


Actual 
Revenues 


Actual 
Revenues 


Actual 
Revenues 


Veterans Review and 
Appeal Board 

Total Non-Respendable 

Revenues 33.7 35.9 34.1 


¥ Respendable Revenues - N/A 
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Table 7: Statutory Payments 


Statutory Payments by Business Line ($ millions) 


2002-2003 


Planned Total 
Business Line Actual Actual Spending | Authorities Actual 


| Corporate Administration | Corporate Administration | | 
Veterans Review and 
Appeal Board 

Total Statutory 
Payments 


Note: Statutory payments relate to the War Service Grants Act, the Veterans Land Act, the 
Returned Soldiers Insurance Act, and the Veterans Insurance Act. 


2000-2001 | 2001-2002 
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Table 8: Transfer Payments (Grants and Contributions) 


Transfer Payments by Business Line ($ millions) 


2000-2001 | 2001-2002 2002-2003 
Planned Total 
Actual Spending | Authorities 


Veterans Review and 
Appeal Board 


. Contributions 
Benefits and Services 16277 a NY Aa 2” 187.5 192.3 eriesem 
Veterans Review and 
Appeal Board 
Total Contributions 162.7 171.2 187.5 192.3 185.6 
Total Transfer 
Payments 4 Bis hs fobs) 1,625.1 1,727.1 1,703.7 
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Table 9: Resource Requirements by Organization and Business Line 


Comparison of 2002-2003 RPP Planned Spending and Total Authorities to Actual Expenditures by Organization 
and Business Line ($ millions) 


Business Line 


Benefits Total Veterans Veterans 
and Corporate Affairs Review and Total 
Organization Services Administration Program Appeal Board Portfolio 


Veterans Services Branch 
Planned Spending 2,174.6 2,174.6 


(Total Authorities) 2,356.6 2,356.6 
(Total Actual Spending) 2,010.0 2,913.9 


Corporate Services Branch 
Planned Spending 


(Total Authorities) 
(Total Actual Spending) 


Public Affairs Branch 
Planned Spending 


(Total Authorities) 
(Total Actual Spending) 


Bureau of Pensions Advocates 
Planned Spending 


(Total Authorities) 
(Total Actual Spending) 


Policy Coordination and Ottawa 
Headquarters 
Planned Spending 


(Total Authorities) 
(Total Actual Spending) 


Audit and Evaluation 
Planned Spending 


(Total Authorities) 


(Total Actual Spending) 


Corporate Planning 
Planned Spending 


(Total Authorities) 
(Total Actual Spending) 


Veterans Review and Appeal Board 
Planned Spending 


(Total Authorities) 
(Total Actual Spending) 


Total Portfolio 
Planned Spending 


(Total Authorities) 


(Total Actual Spending) 


Note: 1. Corporate Services Branch and Corporate Administration Business Line includes the Minister's Office, the Deputy 
Minister's Office, Legal Services, Office of Early Conflict Resolution, and the Health Care Coordination Initiative. 
2. Actual expenditures in Corporate Services Branch exceeded planned expenditures primarily due to ex-gratia payments to 
Merchant Navy Veterans, First Nations Veterans, and former Prisoners of War. 
3. Due to rounding, figures may not add to totals shown. 
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Table 10: Projects 


Projects by Business Line ($ millions) 


2000-2001 2001-2002 2002-2003 
Current 
Estimated Planned Total 
Project Total Cost Actual Actual Spending Authorities Actual 


Benefits and Services Business Line 


Ste. Anne’s Hospital 
Renovation Project 
(Implementation Phase) 


Canadian Battlefield 
Memorials Restoration 
Project 
(Implementation Phase) 


Table 11: Loans, Investments and Advances 


Loans, Investments and Advances ($ millions) 
2000-2001 2001-2002 2002-2003 
Corporate Administration 
Business Line Actual Actual Actual 
Property Contracts (Active Agreements of Sale - Veterans and Clients) 
Number of Accounts 


Outstanding Balance 


Amounts Collected 


Table 12: Contingent Liabilities 


Contingent Liabilities 


There are a number of individual and class action suits against the Government. Because of 


the complexity of the cases and the uncertainty of their outcomes at this stage, the estimation 
of contingent liability at this point would be highly speculative and could not be said to be a 
reasoned evaluation. 
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Contact Us 


General Enquiries 


If you wish to make a general enquiry about the Department, its programs or services, 
please contact your nearest Veterans Affairs Canada district or regional office. Locations 
and telephone numbers can be found in the government pages of your local telephone 
directory. If you wish to make a general enquiry about the Veterans Review and Appeal 
Board, please call 1-800-450-8006. 


Portfolio Publications 


The Portfolio produces a variety of publications on its programs and services. Copies of 
these publications can be obtained from your nearest district or regional office. 


Our Corporate Planning Division is responsible for coordinating the development of this 
report, the associated Report on Plans and Priorities, as well as a number of other 
departmental reports. These are available on-line at 


http://www.vac-acc.gc.ca/general/sub.cfm?source=department/reports. For more 
information, or if you have any questions, please contact: 


Director General 

Corporate Planning Division 
Veterans Affairs Canada 
P.O. Box 7700 (1.B. 046) 
Charlottetown, PE 

C1A 8M9 


Telephone: (902) 566-8150 
Facsimile: (902) 368-0437 


E-mail: plan@vac-acc.gce.ca 
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The Estimates Documents 


Each year, the government prepares Estimates in support of its request to Parliament for authority to spend public 
monies. This request is formalized through the tabling of appropriation bills in Parliament. 


The Estimates of the Government of Canada are structured in several parts. Beginning with an overview of total 
government spending in Part I, the documents become increasingly more specific. Part II outlines spending according 
to departments, agencies and programs and contains the proposed wording of the conditions governing spending 
which Parliament will be asked to approve. 


The Report on Plans and Priorities provides additional detail on each department and its 
programs primarily in terms of more strategically oriented planning and results information with a focus on 
outcomes. 


The Departmental Performance Report provides a focus on results-based accountability 
by reporting on accomplishments achieved against the performance expectations and results commitments as set out 
in the spring Report on Plans and Priorities. 


The Estimates, along with the Minister of Finance’s Budget, reflect the government’s annual budget planning and 
resource allocation priorities. In combination with the subsequent reporting of financial results in the Public Accounts 


and of accomplishments achieved in Departmental Performance Reports, this material helps Parliament hold the 
government to account for the allocation and management of funds. 


©Minister of Public Works and Government Services Canada — 2003 
This document is available in multiple formats upon request. 


This document is available on the TBS Web site at the following 
address: www.tbs-sct.gc.ca. 


Available in Canada through your local bookseller or by mail from 
Canadian Government Publishing — PWGSC 
Ottawa, Canada K1A 0S9 


Catalogue No. BT31-4/78-2003 
ISBN 0-660-62448-6 
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Treasury Board of Canada Secretariat 
Departmental Performance Reports 2003 


Foreword 


In the spring of 2000, the President of the Treasury Board tabled in Parliament the document 
“Results for Canadians: A Management Framework for the Government of Canada”. This 
document sets a clear agenda for improving and modernising management practices in federal 
departments and agencies. 


Four key management commitments form the basis for this vision of how the Government will 
deliver their services and benefits to Canadians in the new millennium. In this vision, 
departments and agencies recognise that they exist to serve Canadians and that a “citizen focus” 
shapes all activities, programs and services. This vision commits the Government of Canada to 
manage its business by the highest public service values. Responsible spending means spending 
wisely on the things that matter to Canadians. And finally, this vision sets a clear focus on 
results — the impact and effects of programs. 


Departmental performance reports play a key role in the cycle of planning, monitoring, 
evaluating, and reporting results to Parliament and citizens on behalf of ministers. Departments 
and agencies are encouraged to prepare their reports following principles for effective 
performance reporting (provided in the Guide to Preparing the 2003 Departmental Performance 
Report: http://www.tbs-sct.gc.ca/rma/dpr/02-03/guidance/gl-ld_e.asp). Based on these principles, 
an effective report provides a coherent and balanced picture of performance that is brief and to 
the point. It focuses on outcomes - benefits to Canadians and Canadian society - and describes 
the contribution the organisation has made toward those outcomes. It sets the department’s 
performance in context, associates performance with earlier commitments, explains any changes, 
and discusses risks and challenges faced by the organisation in delivering on these commitments. 
Achievements realised in partnership with other governmental and non-governmental 
organisations are also discussed. Supporting the need for responsible spending, it links resources 
to results. Finally, the report is credible because it substantiates the performance information 
with appropriate methodologies and relevant data. 


In performance reports, departments and agencies strive to respond to the ongoing and evolving 
information needs of parliamentarians and Canadians. The input of parliamentarians and other 
readers can do much to improve these reports over time. The reader is encouraged to assess the 
performance reports of organisations according to the established principles, and provide 
comments to departments and agencies to help them improve in their next planning and reporting 
eycle, 


This report is accessible from the Treasury Board of Canada Secretariat Internet site: 
http://www.tbs-sct.gc.ca/rma/dpr/dpre.asp 


Comments or questions can be directed to: 
Results-based Management Directorate 
Treasury Board of Canada Secretariat 
L’Esplanade Laurier 

Ottawa, Ontario K1A ORS 


OR at: rma-mrr @tbs-sct.gc.ca 
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SECTION I: MESSAGES 
Minister’s Portfolio Message 


Continued investment in research and 
development, the ingenuity of Canadian 
researchers, academics and business people and 
a growing awareness of the importance of 
innovation in a successful economy have 
greatly contributed to Canada’s increased 
recognition worldwide as a significant partner 
in the knowledge-based economy. 


By eliminating the deficit, cutting personal and 
business taxes, making strategic investments 
and examining its regulatory processes, the 
Government of Canada has encouraged 
investment and innovation in Canadian 
business and has laid the groundwork for 
success in this competitive 

world economy. 


Since the introduction of Canada’s Innovation 
Strategy in February 2002, we have worked 
with businesses, institutions, associations and 
governments at all levels to develop a 
consensus about what must be accomplished if 
the Canadian economy is to continue to excel. 


Industry Portfolio: 


« Atlantic Canada Opportunities Agency 

« Business Development Bank of Canada* 
« Canada Economic Development for Quebec Regions 
* Canadian Space Agency 

« Canadian Tourism Commission* 

« Competition Tribunal 

* Copyright Board Canada 

« Enterprise.Cape Breton Corporation* 

« Industry Canada 

« Infrastructure Canada 

« National Research Council Canada 


= Natural Sciences and Engineering Research Council 
of Canada 


* Social Sciences and Humanities Research Council of 
Canada 


« Standards Council of Canada* 
« Statistics Canada 


« Western Economic Diversification Canada 
*Not required to submit a Departmental Performance Report. 


A number of priorities were identified during the November 2002 National Summit on 
Innovation and Learning, including improving the regulatory environment for businesses in _ 
Canada, encouraging the creation and commercialization of knowledge through strategic 
partnerships and investments, and continuing the growth of our highly skilled work force. 


Canadians, wherever we may live, have an opportunity to take part in a dynamic and 
exciting economy. Some of us are developing expertise in highly skilled specialties like 
genomics, biotechnology and fuel cell technology. Others are benefiting from expanded 
access to broadband Internet services and, by extension, the resources of universities, 
research institutes and virtual networks around the world. 


The Industry Portfolio, consisting of 16 departments and agencies, plays an integral role in 
encouraging innovation. Its many programs at the community, regional and national levels 
push Canadians to explore opportunities, identify new products, start new businesses and 


develop successful markets here and abroad. 


Western Economic Diversification Canada (WD) supports Canada’s Innovation Strategy in 
the West by investing in innovative projects that move western Canadians more strongly 
into the knowledge-based economy. Across the West, the continued development of 
leading-edge technologies and applications will substantially improve the region’s position 
as a national and international leader in key areas such as environmental technologies, 
virtual reality design, wireless technology and synchrotron light research. 


These and other initiatives championed by Western Economic Diversification Canada and 
our partners in the Industry Portfolio will help us create conditions favourable for 
innovation by Canadian individuals, firms and institutions. This will help secure Canada’s 
strong economic position and attract investments that will provide wide-ranging economic 
and social benefits for Canadians. 


I invite you to review the Western Economic Development Canada Performance Report for 
more details on how Western Economic Development Canada encourages innovation and 
economic growth in Canada. 


[ezen dee) 


Allan Rock 
Minister of Industry 


Secretary of State Western Economic Diversification Canada 


Western Economic Diversification Canada (WD) works to ensure positive, lasting change 
in the economy of the West and the quality of life for its people. We are accountable to 
western Canadians for achieving measurable results in areas they identify as priorities, and 
to all Canadians for the effective and judicious investment of their taxpayer dollars. 


For 16 years, WD has worked to develop and diversify the western Canadian economy, and 
to reflect western Canadian interests in national decision-making. Although our mandate 
has remained the same, our priorities and programs have changed to meet the evolving 
needs of the West and to respond to emerging challenges and opportunities. 


In the last fiscal year, WD fulfilled its mandate and produced significant results by focusing 
its resources in three areas: Innovation, Entrepreneurship and Sustainable Communities. 
These three strategic outcomes work in concert to create new, more resilient sources of 
economic growth. 


Western Economic Diversification Canada is key to implementing Canada’s Innovation 
Strategy in the West. The department is committed to improving Western Canada’s 
performance in high-knowledge sectors by investing strategically in pivotal new 
technologies. These investments are helping to improve the region’s position as an 
international leader in several leading-edge industries, including fuel cells in British 
Columbia, wireless technology in Alberta, plant biotechnology in Saskatchewan and health 
sciences in Manitoba. They also act as a catalyst to attract other funding partners. In 2002- 
2003, WD approved $54.9 million for projects supporting innovation in the West, 
leveraging an additional $155 million. 


The partners in WD’s Western Canada Business Service Network - which provide over 100 
points of service in the West - work at the local level to ensure that western Canadian 
entrepreneurs have direct access to services that support their economic success, thereby 
creating new opportunities for growth in communities across the West. For example, an 
independent study states that the services provided by Community Futures Development 
Corporations (CFDCs) have resulted in the creation or maintenance of up to 32,000 person- 
years of employment over five years. The successes achieved by the network partners in 
supporting small- and medium-sized enterprises have enabled WD to reassign its internal 
resources to other priorities, such as promoting new investment into Western Canada and 
increasing export activity. 


Western Economic Diversification Canada’s contribution to sustainable communities 
recognizes that economic prosperity cannot be pursued in isolation. Environmental and 
social factors also affect the ability of communities to access and take advantage of 
opportunities for economic growth. Western Economic Diversification Canada delivers the 
Infrastructure Canada Program (ICP) in the West, which levers matching funds through 
partnerships with provincial and municipal governments. Since October 2000, WD has 
approved $350 million in funding for nearly 1,000 projects, primarily water and wastewater 
systems, solid waste management and recycling, and retrofitting or improving the energy 


efficiency of municipal facilities. The six-year agreement will see the three levels of 
government invest more than $1.67 billion in the infrastructure of communities across the 
West. Western Economic Diversification Canada 1s also well positioned to help Canada 
meet its climate change commitments under the Kyoto Accord. 


By working strategically on the regional and local level, WD is “on the ground” with an 
understanding of the issues that lead to lasting economic change and enhanced quality of 
life. Innovation by innovation, business by business, community by community, Western 
Economic Diversification Canada is contributing to the emergence of a new economy that 
is inclusive, dynamic, diversified and sustainable. 


The Honourable Stephen Owen 


SECTION Il: DEPARTMENTAL OVERVIEW 


A. Mandate, Roles and Responsibilities 


Through the Western Economic Diversification Act of 1988, WD is mandated to: 


= Promote the development and diversification of the western Canadian economy; 
= Coordinate federal economic activities in the West; and 
= Reflect western Canadian interests in national decision-making 


As a member of the Industry Portfolio, WD contributes to the government's economic 
agenda of ensuring Canada's transformation into a knowledge-based economy. The 
department’s responsibilities include delivering on its own mandate, and on national 
economic objectives as enunciated in the Speech from the Throne. 


To implement our mandate in 2002-2003, WD focused its programs and services on 
innovation, entrepreneurship, and partnerships that build sustainable communities; and 
conducted research that supported our advocacy efforts through an enhanced knowledge 
and understanding of western issues. 


Innovation is the future of the West. In 2002-2003 WD supported the development of 
knowledge-based industries by strengthening knowledge infrastructure, leveraged new 
funding for research and development, and helped to accelerate the rate of technology 
commercialization. 


Partnerships, and the sustainable communities they build, are the strength of the West. 
Recognizing the competitive advantages of cooperation and strategic alliances, WD worked 
to strengthen partnerships with different levels of government, industry, universities, and 
volunteer organizations to enhance the West’s connections to the rest of Canada and the 
world. 


Entrepreneurship is the spirit of the West. WD promoted business development and 
entrepreneurship by providing skills development, offering advisory services, facilitating 
access to capital, encouraging the adoption of e-commerce, and enabling small and medium 
sized enterprises to hire promising young marketing and technology graduates. 


Economic research and advocacy promote the value of the West. WD sponsored 
research projects that led to better information in critical areas such as medical research, 
future economic prosperity, urban issues, and innovation. An important part of this work 
involved communicating the research findings in Ottawa to promote a better understanding 
of western issues and concerns in the development of national policies. 


The Department's Head Office, and its Deputy Minister, is located in Edmonton, Alberta, 
co-located with the Regional Office for Alberta. There are regional offices with Assistant 
Deputy Ministers located in each of the other western provinces, in Winnipeg, Saskatoon 
and Vancouver, and a Liaison Office located in Ottawa. Regional satellite offices have also 


been opened in Calgary, Regina and Victoria. Each of the Western Assistant Deputy 
Ministers is responsible for the delivery of programs and services in their region, as well as 
for corporate responsibilities. The Ottawa based Assistant Deputy Minister plays the lead 
role in the department's advocacy activities. 


B. Economic Performance of the Western Provinces’ 


The year 2002 clearly demonstrated how much the western provinces continue to dépend 
on natural resource industries. The table below shows that the western provinces recorded 
the four lowest levels of real economic growth among all provinces as difficulties in the 
forestry, fishing, agriculture and energy sectors took their toll. Only Manitoba, with its 
more diversified economic base, recorded growth over the two per cent level. These results 
are not atypical: over the past five years the western provinces have demonstrated the 
lowest growth rates of all provinces save New Brunswick, which was slightly behind 
Alberta. 


The table below also demonstrates the degree to which the western provinces need to 
diversify away from natural resources into more innovative and value added industries. 
While manufacturing accounts for over 22 per cent of economic output in Quebec and 
Ontario, it accounts for about half that level across the western provinces. And although 
international exports account for significant shares of output in all provinces, the exports 
from the western provinces are much more heavily weighted toward natural resource 
commodities. This makes the western provinces far more susceptible to the economic 
disruption brought about by sudden changes in prices that are set in the global commodities 
marketplace. 


In addressing the economic structure of Western Canada, it is also important to comment 
on the labour market. The western provinces show deceptively low levels of 
unemployment compared to the other provinces. Western Canada exhibits a relatively high 
level of interprovincial migration, and as job prospects disappear in tough economic times 
displaced workers tend to move back to their provinces of origin in Central or Eastern 
Canada. 


' Information and statistics provided in this section are derived from the following sources: Conference 
Board of Canada 2002 and 2003 Economic Outlooks, RBC Financial Group July 2003 Economic Outlook, 
Scotia Economics Provincial Forecasts, and Industry Canada Regional Economic Observer. 
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British Columbia 

British Columbia recorded real economic growth of 1.8 per cent in 2002, the third lowest 
rate among all provinces. The forestry sector experienced a devastating year as output and 
employment plummeted due to the softwood lumber dispute with the United States. In the 
tourism sector, British Columbia received a much lower-than-normal number of 
international visitors to the province as the post 9/11 air traffic decline continued. Yet 
2002 demonstrated that, even in the face of economic disruption, the province could turn in 
a positive performance. Significant employment gains were made in the finance, retail, 
manufacturing and construction sectors; and retail sales were up from the previous year as 
new employees spend their earnings on goods and services. The number of new housing 
starts was 24 per cent higher in the third quarter of 2002 compared to a year earlier. But 
despite its bright spots, British Columbia faces difficult structural challenges as 
communities outside of the greater Vancouver area struggle with continued decline in their 
natural resource based economies. 


Alberta 

Alberta’s rate of real economic growth in 2002 was 1.7 per cent, the second lowest rate 
among provinces. The poor performance typified the boom and bust cycles of the 
province’s energy-based economy. Facing short-term uncertainty in oil prices as the U.S. 
contemplated military action against Iraq and longer-term uncertainty regarding the impact 
of the Kyoto Accord, oil and gas companies were slow to commit to new drilling projects 


for the first half of the year. This resulted in a year-over-year reduction in energy 
investment, despite continued construction in the northern Alberta oil sands industry and 
much stronger than anticipated oil prices throughout the year. Notwithstanding the 
relatively poor performance in the energy sector and employment losses in both the natural 
resources and trade sectors, the economy did have some bright spots. Alberta recorded 
strong employment gains in most sectors other than natural resources and trade that in turn 
bolstered retail sales and pushed housing starts to near record levels. 


Saskatchewan 

In 2002 Saskatchewan recorded a second straight year of negative economic performance, 
with real output decline of —1.4 per cent (the 2001 level was —0.3 per cent). The reason for 
the poor performance lay in the crop production and livestock industries, which were again 
plagued by low precipitation rates, grasshopper infestation, and the impact of the U.S. Farm 
Bill. The U.S. Farm Bill increased assistance for traditional crops like wheat, corn and 
soybeans and also for specialty crops such as dry lentils, peas and chickpeas. Many 
Saskatchewan farmers—who have been diversifying into specialty crops—faced difficult 
planting decisions as they considered how best to compete with their subsidized U.S. 
counterparts. The difficulty in the agriculture sector was compounded by a poor year in the 
energy and mining sectors. Oil and gas companies struggled with the global uncertainty 
described above in the Alberta section, and weak global prices for minerals resulted in a 
year of negative performance for the mining sector. Despite the downturn across several 
key sectors, consumers continued to take advantage of low interest rates as retail sales grew 
significantly from prior year levels and housing starts were at the highest level since 1996. 


Manitoba . 

Manitoba continued its typical steady economic performance in 2002 with its well- 
diversified economy recording real growth of 2.4 per cent, making it the best performer of 
the western provinces but still the fourth worst in the country. Unlike Saskatchewan and 
Alberta, Manitoba’s agriculture industry turned in a positive performance in 2002. Many 
farmers were able to wait for precipitation before making planting decisions, and with early 
rain followed by warm weather the resulting crop yields were average to above average in 
most regions. As well, Manitoba’s livestock industry turned in a solid performance despite 
lower prices for hogs offered by slaughterhouses. Brandon’s Maple Leaf plant alone 
processed about 10,000 hogs per day, and cattle slaughter levels were also up from the 
previous year. Manitoba’s manufacturing industry was a solid contributor to output with 
strength shown in processed foods, plastics and rubber, and the machinery and 
transportation equipment industries. Important events occurred in the bus and aerospace 
industries as government intervention and union concessions resulted in Motor Coach 
Industries not moving out of the province while Magellan Aerospace landed a contract to 
manufacture helicopter components. 


C. Linking WD’s Programs to the Needs of Western Canada 


Over the years, WD’s priorities and programs have changed to meet the evolving needs of 
the West, and to respond to emerging challenges and opportunities. From supporting the 
growth of innovation clusters to identifying new sources of economic opportunity for 
communities facing severe adjustment challenges, the department helps capitalize on the 
West’s strengths to create sustainable prosperity for all. 


WD has invested about $2.7 billion in Western Canada since 1987. These investments are 
helping strengthen the western Canadian innovation system, create a resilient and expanded 
business sector in Western Canada and improve the economic competitiveness and quality 
of life in communities across the West. While each of WD’s four core program areas in 
2002-2003 - Innovation, Entrepreneurship, Partnerships, and Economic Research and 
Advocacy - can be described individually, they share important linkages when it comes to 
making a contribution toward western prosperity. 


Innovation 

“Through innovation, knowledge is applied to the development of new products and 
services or to new ways of designing, producing or marketing an existing product or 
service for public and private markets. ... Innovation has always been a driving force in 
economic growth and social development. But in today’s knowledge-based economy, the 
importance of innovation has increased dramatically. ”? 


Knowledge and innovation form the foundation for economic prosperity in the new global 
economy. As a result, support for innovation has become a central priority for the 
Government of Canada. That support reached a new level with the launch of Canada’s 
Innovation Strategy in February 2002. WD supports Canada’s Innovation Strategy in the 
West by investing in projects that move Western Canada more strongly into the 
knowledge-based economy. 


When assessing the level of innovation within an economy, one common indicator is a 
region’s level of research and development (R&D) expenditure. R&D is a fundamental 
component of innovation because it allows firms to take advantage of new knowledge and 
ideas. As the accompanying graph demonstrates, Western Canada’s performance on R&D 
spending is significantly lower than the Canadian average. 


* Achieving Excellence, Investing in People, Knowledge and Opportunity, Industry Canada, 2002 
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The lower levels of R&D spending are not solely attributable to government sources: it is 
important to recognize that business funded and performed R&D is significantly lower than 
in Central Canada.° 


Partnerships 

The future prosperity of western Canadian communities is a goal that cannot be addressed 
solely through business development activities. Many factors — including social, 
environmental and economic issues — affect the ability of communities to take advantage of 
opportunities for sustainable growth. 


Through partnership and coordination activities, WD is helping to converge western 
interests and resources to build a future that is sustainable not only economically, but 
environmentally and socially as well. 


In 2002-2003 WD delivered a number of programs designed to improve local infrastructure 

in urban and rural communities throughout the West, strengthen economic development 

and sustainable growth, and assist communities in adjusting to changing and often very 

challenging economic circumstances. Examples include: 

e the Infrastructure Canada Program to help communities provide residents with 
necessary basic services such as roads and water treatment facilities; 

e Western Economic Partnership Agreements (WEPAs) to promote economic growth 
and employment opportunities in Western Canada; 


> Statistics Canada, Estimates of Canadian Research and Development Expenditures (GERD), Canada 1990- 
2001 and by province 1990-1999. 
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e Urban Development Agreements to build partnerships among federal, provincial and 
municipal governments that lead to better coordination of economic and social 
activities to address complex issues in urban areas, especially in inner-cities; and, 

e Economic Adjustment Programs to mitigate the impact of extraordinary events, like the 
closure of the military base in Moose Jaw, Saskatchewan; the Red River Valley flood 
in Manitoba and the severe downturn in the British Columbia fishing industry. 


Entrepreneurship 

More than elsewhere in the country, small business is the economic engine of Western 
Canada. A study prepared by the Western Centre for Economic Research in 2001* revealed 
that the number of small businesses per capita is 40 per cent higher in the West than in the 
rest of Canada. As the source of nearly 80 per cent of new jobs, entrepreneurship is a 
powerful force for prosperity. To fuel this valuable source of economic growth, WD 
supports the willingness of entrepreneurs to take risks, devise new products and services, 
and create jobs and opportunity in communities across Western Canada. 


Economic Research and Advocacy 

An important part of WD’s mandate is to undertake economic research on Western Canada. 
As policy makers, the research helps us understand Western Canada, its place in the 
country and the world, and the present and future challenges and opportunities facing the 
region. Through the knowledge generated by disseminating and promoting research, 
awareness is created about relevant issues and a climate conducive to effective policy 
formulation is established. The department sponsors research projects that have a direct 
relationship to its economic development mandate and core program areas. Economic 
research is intended to lead to policies that help the region achieve its economic potential, 
thus leading to a stronger national economy. 


D. Delivering on Government of Canada Priorities in Western 
Canada 


In Canada’s Performance 2002’ the President of Treasury Board presents a series of 
societal indicators that are intended to help measure the quality of life of Canadians. These 
indicators are directly linked to the government’s priorities as set out in the Speech from the 
Throne and the Prime Minister’s Response to the Speech from the Throne and include: 
economic opportunities and innovation in Canada, the health of Canadians, the Canadian 
environment and the strength and safety of Canadian communities. WD is actively 
engaged in delivering on these government priorities in the West. 


* A Portrait of Small Business Growth and Employment in Western Canada, by Edward J. Chambers and 
Natalya L. Rylska, Western Centre for Economic Research, School of Business, University of Alberta, 
Number 63, 2001 

> Treasury Board of Canada, http://www.tbs-sct.gc.ca/report/govrev/02/cp-re_e.asp, 
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As a member of the Industry Portfolio, WD is dedicated to helping deliver the national 
economic agenda in Western Canada. The department’s activities in entrepreneurship 
contribute directly to the creation of new economic opportunities for western Canadians. 


WD and its service delivery network pays special attention to groups of people who have 
unique needs in meeting business start up challenges, including: women entrepreneurs, 
people with disabilities, francophones, and Aboriginal peoples. WD provides access to 
information and capital for small business owners. Through the First Jobs in Science and 
Technology and the International Trade Personnel Programs, WD provides assistance to 
hire bright, recent post-secondary graduates to help western-based companies become more 
innovative and participate more effectively in international markets. 


WD actively contributed to the Jnnovation Engagement Strategy in the research, 
consultations, and policy development activities and by helping coordinate strategy- 
oriented activities across the West. And on innovation, WD went a step further by 
addressing specific innovation opportunities in the West that are best addressed by a 
regional approach. 


WD also plays an important role in helping to build strong and safe communities in the 
urban and rural West. WD recognizes that western cities are increasingly important 
economic drivers and participates in federal-provincial-municipal Urban Development 
Agreements to address the special challenges facing large urban centers. The WD-funded 
Community Futures Development Corporations are dedicated to promoting business 
development and sustainable community building at the rural level across the West. In 
addition, WD’s Sustainable Development Strategy contributes to improving the 
environment in communities across the West. 


WD is instrumental in delivering one of the key federal government initiatives that is 
highlighted in Canada’s Performance 2002. WD works with provincial and municipal 
governments to implement the Infrastructure Canada Program in Western Canada. The 
program, which targets green infrastructure projects, is improving the water and wastewater 
systems, water management, sold waste management and recycling systems across the 
West, as well as addressing local priorities such as transportation, affordable housing and 
tourism, cultural and recreational facilities. 


SECTION Ill: PERFORMANCE AND OUTCOMES 


Link to Resources 


For 2002-2003 Western Economic Diversification Canada Expenditures by Strategic 
Outcomes were as follows: 


Grants & Contributions Expenditures 


By Strategic Outcome ($ millions) 
April 1, 2002 to March 31, 2003 


Strategic Outcome 
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In our previous report, WD advised that investments in Innovation would have a much 
greater emphasis in departmental programming, in recognition of the growing importance 
of knowledge and innovation in a competitive economy. This shift in priorities and project 
approvals is reflected in 2002-2003 expenditure patterns: Innovation expenditures now 
represent 32.2 per cent of total projects, up from 16.5 per cent in 2001-2002. 


New approvals during 2002-2003 by strategic outcome and activity category were: 


Grants and Contributions Approvals 
By Strategic Outcome ($ millions) 
April 1, 2002 to March 31, 2003 


Strategic Outcome 


Business Development and Entrepreneurship 


Economic Research & Analysis 


PERFORMANCE AND STRATEGIC OUTCOMES 


Making Canada one of the most innovative countries in the world is a top priority for the 
federal government, and for Western Economic Diversification Canada. In order for 
Canada to remain globally competitive in both traditional and emerging industries and 
ensure a high quality of life, it is essential that we create an innovative and knowledge- 
based economy in all parts of the country. As a reflection of this need, innovation is one 
of WD’s key strategic objectives. 


During 2002-2003, the federal government undertook a major consultation exercise on an 
innovation agenda for Canada. This process engaged over 10,000 Canadians, and was led 
by Industry Canada and the Industry Portfolio, and Human Resources Development 
Canada. As a member of the Industry Portfolio, WD supported the consultation process in 
Western Canada and continues to play an active role in developing policy and program 
responses that ensure that the federal innovation agenda is relevant and effective in 
addressing western Canadian needs and opportunities. 


WD’s strategic outcome and objectives are complementary to the federal government’s 
innovation priorities. WD’s approach takes into account that the innovation process is not 
linear or isolated, but occurs within a broader context of a larger “innovation system” 
encompassing people, institutions, and interactions which influence the performance of 
organizations, and ultimately of the economy. 


By strengthening the innovation system in Western Canada—through strategic investments 
in infrastructure development, technology commercialization, capacity building and 
linkages—WD facilitates the development of clusters and expands the potential of the four 
western provincial economies to create value and wealth. 


In 2002-2003, WD approved $54.9 million in new innovation projects, representing over 
60 per cent of the department’s new project approvals. WD also has several multi-regional 
initiatives, including the WestLink Innovation Network, TRLabs, and the Canada West 
Health Innovation Council. Multi-regional initiatives play an effective role in creating 
partnerships and collaboration across the western Canadian and national innovation system, 
enhancing innovation performance for all partners. 


Key Partners: 


WD works with a variety of partners to meet our strategic objectives. The western 
provincial governments are natural partners in many initiatives. WD regularly works with 
other federal organizations (National Research Council, Natural Resources Canada, 
Agriculture and Agri- Food Canada, Natural Sciences and Engineering Research Canada, 
and the Canada Foundation for Innovation) in areas of joint interest, enabling us to leverage 
innovation investments. Other partners include universities and technical colleges, cities 
and municipalities, industry and associations. In 2002-2003, WD was a partner in 
innovation projects totalling $155 million, contributing 35 per cent of direct funds. 


WD Innovation Approvals 2002-2003 
Sources of Funds 
Total From All Sources: $155M 
WD Approvals: $54.9M 


O OthrFund 
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WD’s innovation strategy calls for investments that will yield long-term economic and 
social benefit to Western Canada. Many of the investments support the development of 
emerging technology clusters, most of which will develop over the next 10 to 15 years. 
While it is often difficult to report outcomes at the initial stages, WD is currently able to 
report on investments in the key sectors for the West, and on key targets such as technology 
commercialization, strategic infrastructure, community innovation and alignment of 
priorities among innovation system players. 


A recently commissioned independent study® of WD’s role in innovation in the West 
(“Western Diversification: A Catalyst for Innovation in Western Canada.”) found that: 

e WD has played a strong role in promoting innovation in Western Canada, through 
providing financial support, formulating partnerships and developing initiatives; 
and, by acting as a facilitator and catalyst that makes strategic investments. The 
roles undertaken by WD were highly valued by other innovation systems players. 


° Western Diversification: A Catalyst for Innovation in Western Canada, Ference Weicker & Company, 
March 2003 
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e WD is effective in promoting innovation due to its flexibility to deliver and tailor 
programming that meets the needs of the region that it serves; its skilled and 


knowledgeable staff; and, its role as a neutral broker in facilitating partnerships. 
e WD has directed resources to support future growth, by strengthening research 


capabilities and linkages between innovation system players, increasing access to 
skilled workers, and by bringing attention to the importance of innovation in rural 


areas. 


WD support is contributing to the foundation of technology clusters. Key sectors for the 


West include: 


British Columbia: new media, fuel cells, genomics/ proteomics; 


Alberta: wireless, telehealth, micro/nano technologies; 


Saskatchewan: telehealth, climate change technologies, synchrotron; and, 
Manitoba: design engineering, health, and composite materials. 


These investments reflect emerging technology cluster strengths. 


WD Innovation Approvals by Sector 
2002-03 (Total = $54.9M) 
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The following chart demonstrates the priority WD places on technology 
commercialization—48 per cent of innovation project funding relates to this area. 


Knowledge/Research Infrastructure is the second largest investment area, followed by 


R&D, Skills Development and Linkage projects. 


WD Innovation Approvals by Activity 
2002-03 (Total = $54.9M) 
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Objective A: Enhanced Technology Commercialization 


WD will support initiatives that contribute to an organization’s ability to develop, transfer 
or adopt innovative technologies. 


In order to extract economic value and benefit from investments in research and 
development and infrastructure, WD has placed a strong emphasis on technology 
commercialization and adoption. Initiatives in the adoption/commercialization category 
shown above, range from support for technology commercialization offices at universities 
and other knowledge generators, support to incubators, support to firms through WD’s First 
Jobs in Science and Technology Program, and WD’s contribution of $3 million to the 
National Research Council’s Industrial Research Assistance Program. 


Some examples of WD’s support for technology commercialization include: 

e New spin-off companies: WD works with organizations that report annually on the 
number of disclosures, licenses, and business spin-offs. Although it is difficult to 
directly attribute success to WD investments (due in part to the length of time 
between investment and realization of results) western universities have a good 
record of commercialization and spin-offs. The WestLink Innovation Network 
reported 34 spin-off companies in the fiscal year ended March 31, 2001, up from 25 
in the previous year. 

e Increasing technology commercialization by enhancing linkages: WD is a 
partner and investor in collaborative, multi-partner initiatives, with the goal of 
enhancing each member’s technology commercialization ability and overall 
capacity. During the past year, WestLink opened its membership from university- 
only, to include technical colleges and provincial research organizations, thus 
strengthening the connection between applied and basic research. Through their 
Technology Commercialization Internship Program, linkages are being made to 
industry and the venture capital sector. 

e The Wireless E-health Monitor is another example of commercialization through 
unique partnerships. The project is a private and public partnership conceived and 
coordinated by the University of Alberta, involving two Japanese companies (Seiko . 
Instruments and MI Laboratories Co.), a U.S. company, Televital Inc., and nine 
other local organizations. The new generation of e-health solutions or Wireless 
Wearable Physiological Monitors will help track health conditions on a 24-hour 
basis, assisting individuals to better manage their own health, increasing efficiency 
of health-care services, and ultimately saving lives. WD contributed $575,000 to 
this $3 million project. 


WD?’s First Jobs in Science and Technology Program (FJST): Established in April 
1997, this program assists small firms to hire science and technology graduates, who 
undertake technology adoption projects aimed at increasing productivity. In addition to 
providing technological expertise to the firm, the program also provides many young 
western Canadians their “first job” in areas related to their field of training. The majority 
of jobs created are in the professional, scientific and technical service sector. In 
2002-2003, WD sponsored 170 projects and created 195 jobs with funding of almost 
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$4.4 million. Since its inception, the program has resulted in 1,055 jobs throughout 
Western Canada. 


Objective B: Improved Knowledge Infrastructure and Capacity 
WD will provide support to innovation infrastructure (physical), and to initiatives that 
build capacity and linkages among innovation players. 


WD’s investments in knowledge infrastructure increase the capacity of western Canadian 
organizations to undertake research that will lead to new technologies, products or 
processes; attract new resources and skilled personnel; create new opportunities for 
commercialization of western Canadian R&D; and assist in the development of technology 
clusters. Some examples are: 


Information and Communications Technology (ICT): 
To facilitate continued development of ICT, WD has made strategic investments in a 
number of key organizations: 

e WD is the federal government partner in TRLabs, Canada’s largest not-for-profit 
applied telecommunications research consortium, with laboratories in Edmonton, 
Calgary, Regina, Saskatoon and Winnipeg. These labs provide a unique opportunity 
for more than 200 researchers, university faculty and students, and industry 
professionals to develop knowledge and expertise in technologies with 
commercialization potential. WD has contributed $10 million over four years to 
help TRLabs develop new technology applications, advance knowledge in 
information technologies and telecommunications, and train university students for 
productive roles in Canadian industry. In its 15-year history, TRLabs has trained 
nearly 700 highly skilled university graduates; created 250 technologies adapted for 
use by companies; and, generated 43 patented inventions. 

e WD recently supported the development of the Network for Emerging Wireless 
Technologies (NEWT) at the Alastair Ross Technology Centre in the Calgary 
Research Park. NEWT is currently one of the most developed wireless test beds in 
Canada and is becoming a model for other wireless test. Investments in NEWT 
totalled $3.5 million including $1.5 million from WD and $400,000 from Alberta 
Innovation and Science, with the remaining $1.6 million to be generated from 
industry user fees and memberships. 


Life Sciences: 

The life sciences sector (including biotechnology and genomics cluster) has experienced 
phenomenal growth in Western Canada, and WD has been an important part of that growth. 
In British Columbia, the industry now employs more than 3,000 people and consists of 
over 90 private biotech firms and several public research institutions. It has been estimated 
that over 70 per cent of the biotechnology companies have been born out of local research. 
Some leading examples of life sciences investments: 

e BC Cancer Agency: WD provided $1 million to the BC Cancer Agency to acquire 
equipment for its affiliated Genome Sciences Centre (GSC) and administered an 
additional $10 million approved in the 2002 Federal Budget. The priority of GSC is 
to find innovative means to automate the DNA sequencing and fingerprinting 
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process, and develop cost-effective measures that will make such research 
financially viable. The GSC will also be able to improve the diagnosis of disease, 
develop new medicines and apply genomics knowledge to other areas important to 
BC’s economy. 

Genome BC: WD provided funding to help Genome BC develop a research- 
funding proposal to Genome Canada. By creating an infrastructure, encouraging 
investment and technology transfer, and establishing partnerships with researchers 
and research facilities, Genome BC is creating a “virtual institute” for genomics 
research, and BC is emerging as a world leader in this field. BC boasts the highest 
per capita investment by Genome Canada in the country, with approved projects 
and platforms worth over $100 million. 

Saskatchewan’s Ag-biotechnology cluster: WD’s investments in Saskatchewan 
have contributed to increasing capacity of this world-recognized technology cluster. 
Examples of these investments include: 

© The National Research Council’s Plant Biotechnology Institute (PBI) in 
Saskatoon received funding under Western Economic Partnership 
Agreement for a multi-million dollar expansion to develop a technology 
incubator facility. Five tenants have committed to the facility and there is 
additional space for two more companies. The incubator companies at PBI 
have attracted $15 million in investment capital. 

o WD provided funding for expansion of the Veterinary Infectious Disease 
Organization at the University of Saskatchewan. Research in this expanded 
facility is expected to lead to the development of new medicines and 
vaccines to combat infectious diseases in both humans and animals. As a 
result of the two projects, the staff complement will grow from 50 to 140 
people. 

Manitoba’s emerging health cluster: WD has invested in several projects 
designed to capitalize on the life sciences expertise in Manitoba. These include the 
St. Boniface General Hospital Research Centre, home to dozens of major world- 
class research programs. WD funding includes $1.25 million for a filmless 
radiology network, $4.5 million for a demonstration site of MRI, $2.1 million to 
establish a Centre of Health Research for the Elderly, and $3 million for a clinical 
cardiology research initiative. More recently, St. Boniface received $5 million in 
WD support to establish the  H. Asper Clinical Research Institute (total project 
cost: $25 million). The new research facility will help Manitoba further develop its 
reputation as a leader in vascular and cardiology science/health research in Canada; 
as Manitoba will have one of only three facilities across Canada that can support 
Phase | to Phase 3 clinical trials for new drugs and medical devices. The facility 
will make it easier for companies and entrepreneurs to test their products in 
preparation for commercialization. 


Other Technologies: 


WD support has enabled the University of Regina to become a leader in climate 
change research through the new Greenhouse Gas Technology Centre, the 
International Test Centre for Carbon Dioxide Capture, the Prairie Adaptation 
Research Collaborative (PARC) and the associated work of the Petroleum 
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Technology Research Centre, which is the leading research centre for the study of 
heavy oil in the world. 

e WD played a vital role in enabling the Canadian Light Source (CLS) synchrotron, 
currently under construction in Saskatoon. When it becomes operational in 2004, 
CLS will be Canada's largest research and development facility. In association with 
the Alberta Synchrotron Institute and the Saskatchewan Synchrotron Institute, CLS 
has positioned Western Canada to develop a core competence related to the use of 
synchrotron science in the fields of proteomics, nanotechnology and a variety of 
molecular biology and physics disciplines. 


Objective C: More innovative communities | 
WD will support the development of community innovation strategies, enhanced linkages 


between communities and research institutions, enhanced technology commercialization, 
and increased linkages. 


WD has also supported a wide range of initiatives designed to enhance regional innovation 
performance. For example, WD has provided support: 


e Fora major study to review innovation activity in rural areas of BC. The report 
detailed eight major strategic directions for improving innovation and science & 
technology commercialization. 

e For the establishment of the Olds College Centre for Innovation (OCCI), with a 
mandate to encourage innovation and diversification in Alberta’s agricultural 
community. OCCI now has a staff of 17 (including 4 PhD’s) and operates four 
research and commercialization streams. The Canada Foundation for Innovation 
(CFI) awarded $805,000 to the College for research in July 2000 and, in January 
2002, a $3.3 million value-added processing project received approval from CFI. 

e To enable WESTEST, an industry-owned research and technology laboratory, to 
expand and upgrade its force and vibration simulation laboratory in Portage La 
Prairie, Manitoba. WESTEST forecasts the upgraded laboratory will generate some 
$2.9 million in additional fees and about $192 million in spin-off sales over the next 
10 years. 

e The Saskatchewan Forest Centre in Prince Albert to help bring new methods, ideas 
and technologies to the Saskatchewan forestry industry; fill applied research gaps 
through focused development fund investment; and develop knowledge and data 
infrastructure. The Saskatchewan Forest Centre brings together training, market 
research and private sector involvement from across Saskatchewan and Canada. 


Objective D: Priorities and Strategies 
Enhanced coordination and alignment of innovation priorities and strategies between 
federal provincial and other innovation players leading to strategic multi-jurisdictional 
innovation initiatives. 


During 2002-2003 WD employed several means to ensure government plans were aligned 
with emerging opportunities. These included regular meetings with provincial 
governments to discuss innovation priorities and strategies, research on trends and on 
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western Canadian innovation capacity and performance, and the sponsorship of regional 
and national events such as Bio 2002, and the Research Money Conference on technology 
clusters. 


The Senior Western Officials Forum on Innovation has been an effective mechanism for 
joint federal-provincial planning and collaboration. WD leads and coordinates this forum, 
with members from the western provinces and territories, the National Research Council 
and Industry Canada. The work of this forum also feeds into a Western Deputy Ministers 
of Economic Development Forum, which addresses innovation issues from the perspective 
of broader economic development issues. 


WD also leads, supports and participates in provincial and multi-jurisdictional 
organizations that bring together key innovation groups. Examples include Innovate BC, 
the Saskatchewan and Manitoba Innovation Forum, the Canada West Health Innovation 
Council and the WestLink Innovation Network. 


| Program, resources and res 


Several programs are used to support WD’s innovation activities, including Western 
Economic Diversification Program (WDP), Innovation and Community Investment 
Program (ICIP), First Jobs in Science & Technology Program (FJST), and Canada 
Foundation for Innovation Support Program (CFI-SP) 


“Management Practice 


Innovation is managed in each WD regional office with a responsible manager and project 
officers. With WD’s realignment, it is expected that several policy and planning officers 
will provide research and input to the innovation file. As well, WD has put together an 
innovation team with representatives from all offices to bring a strategic focus to 
innovation policy and operational issues. 


For additional information on WD management practices, please see Modern 
Comptrollership, Section III: Government Wide Initiatives. 


PARTNERSHIPS —ss_—s 


Enhanced economic development through partnering with other levels of government. 


Consistent with WD’s mandate to take a leadership role in forging partnerships with 
western governments and advocating on behalf of westerners within the federal 
government, WD coordinates efforts and partners with other governments and the private 
sector to address issues that are horizontal in nature and that have been identified as federal 
priorities. 
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The objectives of these activities are to: 

connect the federal government to westerners; 

develop closer working relationships with provincial governments; 

address regional priorities in a sustainable way; 

plan and develop federal strategies in key horizontal issues; 

address issues that are federal priorities; and, 

forge partnerships with other governments, other departments and the private sector 
to implement federal strategies. 


Key Partners: 


The department has developed formal partnerships as well as ongoing working 
relationships with provincial and municipal governments in the West. Through such 
mechanisms as bilateral and trilateral agreements, WD collaborates with other governments 
to identify issues and to jointly plan strategies to take advantage of economic opportunities 
and address barriers to development. Over eighty per cent of WD’s funding support is 
undertaken in partnership with other stakeholders. 


The department also actively engages westerners in consultations to identify needs and 
priorities and to forge new and expanded partnerships with western stakeholders. It also has 
a strong network including business associations, research organizations, voluntary 
organizations and other interests that provide insights into, and sensitivity to, the regional 
dynamic. The Secretary of State’s Business Advisory Councils, the western federal 
provincial Deputy Ministers Economic Development Forum and the Assistant Deputy 
Ministers’ Policy Forums have been established in order to anticipate emerging issues, 
communicate these clearly to other federal agencies and plan effective responses. 


Objective A: Coordination and Planning 
Address key federal/regional economic development issues and opportunities through 
increased interdepartmental/intergovernmental coordination and strategic planning. 


In 2002-2003, WD worked with provincial governments to develop joint initiatives for 
northern and urban development, trade and investment, and tourism development; as well 
as innovation, business development and other regional priorities. The primary vehicle for 
such arrangements is Western Economic Partnership Agreements (WEPAs). These are 
50:50 cost-shared federal provincial arrangements that have proven to be useful joint 
planning and implementation mechanisms. WEPAs have built positive relationships 
between the four western provinces and the federal government; addressed mutual 
economic development priorities that promote key elements of the federal government’s 
agenda; and reduced overlap and duplication. In this sense, WEPAs supported the 
conclusion of a November 2001 poll (CROP-Environics) that found that 71 per cent of 
western Canadians want more federal-provincial cooperation.Due to long-term budgetary 
uncertainties, it was not possible to enter into new multi-year WEPAs during 2002-2003. 
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Past agreements focused on innovation, business development, community development 
and other regional priorities. These expired at the end of March 2002, although 
expenditures on projects approved prior to that date continued through the fiscal year. An 
evaluation of the Agreements was undertaken and concluded that: 


WEPAs were relevant in meeting federal and provincial economic development 
goals; 

effectiveness was achieved through low administrative costs; 

survey results demonstrated a high level of client satisfaction with the overall 
implementation of the WEPA program; 

WEPAs in each province have effectively leveraged additional financial 
resources from the private sector and from other government resources; 

WEPAs have already leveraged $458 million private sector investment; 

project proponents forecast a significant level of private sector investment in 
their projects in the future; 

to date, an estimated 120 new businesses have been started from WEPA funded 
projects. It is estimated that, over a five year period, a total of 586 new 
businesses will have started because of WEPAs; 

nearly $500 million of capital has been invested in buildings and equipment and 
projects have created over 1,300 fulltime jobs; and, 

WEPA funding has been instrumental in advancing projects that would not have 
otherwise moved forward and it has sped the progress of numerous economic 
and community development projects in Western Canada. 
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Examples of WEPA projects: 


e Manitoba: St. Boniface Film-less Radiology Centre 
(WD funding $1.25 million, Total Project Cost $5.0 million) 
Pilot project linking five hospitals, a clinic and several physicians to a 
network that allowed physicians access to secure radiology images at their 
desktop. The Winnipeg Health care system now uses this technology ona 
daily basis, reducing patient wait times and increasing productivity. 


Saskatchewan: Petroleum Technology Research Centre 

(WD funding $3 million, Total Project Cost $11 million) 

The Regina-based centre positions Saskatchewan and the West as a leader 
in environmentally and economically sustainable petroleum technologies. 
The centre employs 50 scientists and graduate students from the 
Saskatchewan Research Council and the University of Regina. 


Alberta: Paper Making Technology Centre 

(WD funding $ 700,000, Total Project Cost $2.8 million) 

This Edmonton-based facility provides members of the Alberta Mechanical 
Pulping Consortium with one-stop product development expertise and 
research facilities related to paper product development. 


British Columbia: Vancouver Rapid Transit Feasibility 

(WD Funding $815,000, Total Project Cost $2.1 million) 

WD partnered with the BC provincial government, the Vancouver Airport 
Authority, Transport Canada, the City of Vancouver and Translink to 
investigate the feasibility of a rapid transit line from downtown to the 
airport and Richmond. 


In 2002-2003, WD continued to work with provincial governments, municipalities and 
other federal departments to bring focused efforts to bear on key economic development 
issues in each of the seven major western cities (Victoria, Vancouver, Edmonton, Calgary, 
Regina, Saskatoon, and Winnipeg). 


The Vancouver Agreement (VA), a tripartite agreement between the federal, provincial, 
and local governments is the mechanism to work with the community and businesses in 
support of sustainable socio-economic development. The first focus is the revitalizing 
Vancouver’s Downtown Eastside (DTES). The DTES is often called “the poorest ghetto” 
in Canada. In addition to poverty, the DTES has high rates of hepatitis, tuberculosis and 
HIV/AIDS; and there is an open drug scene in several areas. Crime rates are higher than 
Vancouver’s average, and businesses are leaving the area. 


The VA focuses on coordinating initiatives and activities to reduce gaps and overlaps in 
programs and services. The inclusion and participation of DTES communities is considered 
essential to the successful long-term revitalization of Vancouver’s DTES. Federally, WD, 
Health Canada and Human Resources Development Canada (HRDC) have the lead roles in 
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the implementing the VA, coordinating the efforts of the 12 federal departments and 
participating on the agreement’s Management Committee. 


The VA was established as an unfunded agreement aimed at coordinating the use of 
existing authorities and programs to finance initiatives. Each party has agreed to use 
resources from existing federal, provincial and municipal programs to fund projects and 
programs, and to focus a portion of those expenditures on mutually-agreed activities. 
Recently, the Province of B.C. gave $10 million to the VA, and this was matched by 
federal funds. To date, projects in housing, policing, health services, street improvement, 
economic, social and community development have been supported. 


While the problems facing the DTES are severe and of the kind that would be expected to 
take years to influence, there are already significant results that can be attributed to the 
work carried out under the Agreement. These include: 
e Since 1999 there have been 108 applications for city business licenses in the 
DTES. 
e The incidence of violent crime has decreased by 30 per cent and property crime has 
declined by 30 per cent. 
e The business licenses of more than 30 problem premises—premises where illegal 
activity or unruly behaviour occur—have been suspended, two problematic Single 
Room Occupancy Hotels have been closed, and derelict buildings have been 
demolished. 
e Streets, sidewalks and lane ways are cleaned more frequently and thoroughly. 
Many public spaces have been, or soon will be, upgraded and beautified. 
e Vancouver Coastal Health has expanded health care services and different types of 
treatment are now being made available. The health care system is also working in 
a more coordinated fashion with enforcement and social and economic 
development efforts. 
e More than 650 units of housing have been built, and an additional 365 units are on 
the way. 


Vancouver Agreement 
Community and Economic Development Project Expenditures in 2002-2003 ($000) 
(For projects with WD involvement—other non-WD projects under the VA not included) 


ig en sete eee eee eee men lero vances ENG 
$310. 
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WD continues to work with the Regional Councils of Senior Federal Officials. WD 
assumes an active role in the coordination and management of horizontal issues, such as the 
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Urban Aboriginal Strategy, to address the economic development issues facing Aboriginal 
peoples in urban areas and Indian and Northern Affairs Canada (INAC) and Privy Council 
Office’s (PCO) Regional Partnering Strategy that aims to enhance ccoperation with the 
provincial governments in order to address issues and realize opportunities. 


WD also supports a number of projects designed to help communities create and/or 
maintain a sustainable economic base. For example, a 200 passenger cruise ship terminal 
is being developed to help establish Campbell River as a port of call for international cruise 
lines and develop the tourism industry in the area. WD, INAC, the Province of British 
Columbia and the Ports and Destinations Group support this project. It is part of an 
initiative to enhance the cruise industry in British Columbia, which will help diversify the 
economies of coastal communities damaged by the decline of the fishing and forestry 
industries. The total cost of the project will be $6.2 million, of which WD’s share is $1.5 
million. 


The cooperative approaches taken by WD with both provincial and municipal governments 
in the West are improving the state of federal-provincial relations, reducing duplication of 
effort and encouraging the broader participation by westerners in the benefits of economic 
growth. Finally, the partnerships with the provincial governments and the private sector 
improve the investment climate in the West and the prospect of realizing economic 
opportunities. 


Objective B: Models for Cooperation 


Innovative regional models for interdepartmental/intergovernmental relationships, thereby 
creating a culture of coordination and cooperation. 


During 2002-2003 WD, the Province of Saskatchewan and the people of Northern 
Saskatchewan entered into the Canada/Saskatchewan Northern Development Agreement. 
Aboriginal people make up a large percentage of Saskatchewan’s northern population. The 
agreement includes funding of $20 million over five years, cost-shared equally between 
WD and the Saskatchewan government. 


The agreement provides funding for projects that support the economic development of 
Northern Saskatchewan in the areas of economic infrastructure, innovation, increasing 
capacity, realizing employment opportunities and investment attraction. A management 
committee has been formed to administer and manage the agreement, including the review 
and approval of all projects. The committee consists of federal and provincial 
representatives as well as members of the Northern Development Board (NDB). The NDB 
includes representatives from the Prince Albert Grand Council, Meadow Lake Tribal 
Council, Métis Nation of Saskatchewan, and the Saskatchewan Association of Northern 
Communities (New North), together with Athabasca First Nation Chiefs. 


Program, resources and results linkages: _ 


A variety of departmental programs are used to support the Partnerships strategic outcome, 
including the Western Diversification Program (WDP), the department’s primary tool for 
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the development and diversification of the western Canadian economy; the Conference 
Sponsorships Program, which offers a means for WD to develop and maintain valuable 
linkages with important western stakeholder groups; and the Innovation & Community 
Investment Program (ICIP) which supports innovation and creates new economic 
opportunities in western Canadian communities. 
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For information on WD management practices, please see Modern Comptrollership, 
Section III: Government Wide Initiatives. 


In 2002-2003, WD contributed toward the development of a competitive and expanded 
business sector in Western Canada by focusing on four key areas: 


e improving business management capabilities of small- and medium-sized enterprises 
(SMEs); 

e improving access to financing; 

e increasing investment in Western Canada; and, 

e increasing participation in international markets. 


Key Partners: 


WD addresses the needs of SMEs and entrepreneurs through a variety of service delivery 
mechanisms and partnerships. These include more than 100 offices of the Western Canada 
Business Service Network (WCBSN) http://www.wd.gc.ca/pos/default_e.asp including 
Community Futures Development Corporations (CFDCs), Women's Enterprise Initiatives 
(WEIs), Francophone Economic Development Organizations (FEDOs), and the Canada 
Business Services Centres (CBSCs). 


Volunteer boards of directors, who are representative of the communities they serve, 
govern the CFDCs, WEIs and FEDOs. WD provides operating assistance to these 
organizations to help them provide local solutions to community challenges. Through 
these partnerships, WD provides citizen-centred service delivery to meet the needs of 
western entrepreneurs including rural, women, youth, Francophone and Aboriginal 
entrepreneurs, as well as entrepreneurs with disabilities. These organizations are also 
dependent upon a broad base of community volunteers who contribute to meeting the 
objectives of the organizations. 


In 2002-2003 the 90 CFDCs in the West engaged 2,905 community-based volunteers, 
including board members, who provided 104,869 volunteer hours. WEI engaged 124 
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volunteers, including board members, who provided 2,874 volunteer hours. FEDOs 
engaged 99 volunteers, including board members who provided 1,251 volunteer hours. 


WD has created new and alternative sources of capital for small- and medium-sized 
businesses by working closely with financial institutions to create a specialized series of 
loan programs under the Loan Investment Fund Program. These loan programs target 
industry sectors important to Western Canada and provide patient and flexible debt capital 
on terms especially suited to the unique needs and cash flow requirements of these small 
businesses. These programs are provided on commercial terms by financial institutions 
such as chartered banks, credit unions, trust companies, the Farm Credit Corporation and 
the Business Development Bank of Canada. Each lending institution funds its own 
program and makes the decision on all loan approvals. More information may be found at 


http://www.wd.gc.ca/finance/xnetwork_e.asp. 


WD supports the Aboriginal Business Service Network (ABSN), which provides 
information and services to Aboriginal businesses. More information may be found at 


http://www.cbsc.org/absn/. 


In addition to the provision of business and lending services, the CFDCs also engage in 
partnerships to carry out a variety of community economic development projects. A 2002 
impact study carried out by Ference Weicker & Company found that the emphasis placed 
by CFDCs on community economic development activities is increasing and also that the 
leadership and support provided to these projects by the CFDCs has been critical to their 
implementation. The study examined 24 active projects, 10 of which were still in the early 
stages of implementation. Many of the selected projects have only started to generate 
impact, and it is expected the effects of the projects will continue to accrue over time. 
Even at this early stage, the study found the 24 projects had resulted in the creation of 719 
jobs, the development of 46 businesses, increased revenues of $4 million, and investment 
of $2.2 million. Of the $15 million expended on these projects, approximately $6 million 
was provided by the private sector, $2 million from the federal government, $4 million 
from the provincial governments and $2 million from financial institutions. Local and 
regional governments, community agencies, WEI and First Nations groups also contributed 
resources. Each dollar contributed by CFDCs (excluding loans capital) was found to have 
leveraged $88.35 in public and private sector project funding. Highlights from the impact 


study may be viewed at http://www.communityfutures.ca/provincial/bc/pdf/impact- 
study.pdf. 


Key Targets and Overall Results: 


Objective A: SME Capabilities 
Improved Business Management Capabilities of Small and Weuiihe Enterprises. 


In 1995 WD formed client service units to assist SMEs in accomplishing their goals, 
including working with entrepreneurs to provide one-on-one business advisory services. 
Since that time, the Western Canada Business Service Network (WCBSN) has grown and 
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matured to the point where it can assume the role of providing transaction-based business 
advisory services. 2002-2003 was a transition year and saw a declining level of services 
provided directly to SMEs by WD staff as services were redirected to WCBSN members. 
This shift has allowed WD to reallocate its staff resources to other priorities while 
maintaining a high level of client services to SMEs. WD remains committed to 
entrepreneurship and entrepreneurial development and will focus its efforts on more 
advanced levels of services to stakeholders. 


WD Staff Service Results for 2002-2003: 

e 10,234 business inquiries lasting less than 30 minutes. 

e 4,008 clients received business management services. 

e 214 applications were reviewed for funding under the First Jobs in Science and 
Technology program with 170 application approved for 195 graduates. 

e 264 clients participated in 12 financing seminars. 

e 2,400 clients participated in 67 business management seminars on e-business and 
business planning. 

e 1,130 clients received one-on-one counselling services on business management. 


WCEBSN Service Results for 2002-2003 


Community Futures Development Corporations 

e 90 CFDCs in the West provided 458,705 general information services, 120,742 in 
depth technical advisory services, and 59,304 training services. This includes 
41,729 information services, 8,613 technical advisory services, and 2,890 training 
services to Aboriginal clients. An impact study carried out in 2002 by Ference 
Weicker & Company found that clients surveyed on CFDC business services 
attribute most of their success to the assistance they received from the CFDC. On 
average, the clients estimated that there was only a 33 per cent chance they would 
have been able to develop their business to the extent they did without the 
assistance of the CFDC. Forty-three percent of the clients surveyed indicated that 
there was no chance at all that their business would have developed in the absence 
of the services provided by the CFDC. Overall, the clients surveyed attributed 59 
per cent of their business revenues to the services they received from the CFDC. 
The impact study estimated that as a result of the services provided by CFDCs each 
year that businesses receiving this support generated up to $1.4 billion in revenues 
from 1995 to 2001. Highlights from the impact study may be viewed at 
http://www.communityfutures.ca/provincial/be/pdf/impact-study.pdf. 


Women's Enterprise Initiatives 

e In 2002-2003, WEIs responded to 25,609 business information inquiries, provided 
7,271 business advisory appointments, and provided 5,696 clients with training 
services. WEI web sites received 108,192 visits during this period. A recent impact 
study by Equinox Management Consultants Ltd. found a direct association between 
WEI advisory assistance and business development in almost 60 per cent of cases 
studied. In addition, the study found that WEI involvement appeared to be 
associated with considerable job formation and retention. They estimated that the 
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WEI services and programs played a role in the creation of an estimated 3,111 
additional full-time jobs and another 9,889 part-time jobs. Moreover, the study 
estimated that the WEI was involved in the retention of 6,704 full-time jobs and 
18,999 part-time jobs. Clients almost uniformly rated WEI staff as knowledgeable 
and sensitive to their needs. More than two-thirds of respondents noted WEI 
business service strengths as evaluation of entrepreneurial skills, assistance in 
building self-confidence, understanding financial risks, developing business 
concepts and identifying growth opportunities. WEIs training and business 
counselling services were found to help fill the experience gap that limits women- 
owned firms from growing as fast as those owned by men. The skills developed as 
a result of the assistance provided by the WEI were also found to help women 
entrepreneurs address the credibility problems with which they often contend. The 
executive summary of the impact study may be viewed at 


http://www.womenentrepreneurs.sk.ca/publications/Executive_Summary.pdf. 


Francophone Economic Development Organizations 
e FEDOs provided 9,618 information services, 1,262 technical advisory services, and 
848 training services. FEDO web sites received 48,275 visits during 2002-2003. 


Canada Business Services Centres 

e The four western CBSCs facilitated 198,548 officer-assisted interactions 
(telephone, walk-in, fax, mail, e-mail), 18,095 self-service interactions (fax-on- 
demand and automated telephone -excludes web site visits), and 1,440,300 CBSC 
web site visits. Please see the national CBSC web site at http://www.cbsc.org/. 

e These CBSCs addressed a total of 3,594 export inquiries received via the Team 
Canada Inc (TCI) help line. TCI callers are looking for practical information on 
export regulations, tariffs, logistics, market intelligence, sourcing, financing and 
training. 


Collectively, the members of the WCBSN held or participated in over 3,550 marketing 
events and trade shows during the year. 


Objective B. Improved Access to Financing for Small and Medium Enterprises 


Various studies have shown that access to capital is often more of a barrier than the cost of 
capital for small- and medium-sized enterprises (SMEs). Since June 1995, WD has 
responded with the development of two types of SME loan programs: 
e developmental loans delivered by CFDCs, WEIs and FEDOs; and, 
e a variety of Pan-western, sector-oriented (e.g. agricultural value-added and 
knowledge-based industry) loan fund agreements with chartered banks and federal 
Crown corporations. 


WD has also leveraged provincially and locally targeted loan funds with CFDCs in British 
Columbia, as well as with capital providers such as: 

e the Working Opportunity Fund; 

e Columbia Basin Trust; 
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Insurance Corporation of BC; 
VanCity Savings Credit Union; 
VanCity Capital Corporation; and, 
Ecotrust Canada. 


In addition, Urban Micro-loan funds, Entrepreneurs with Disabilities funds and 

Francophone loan funds have been established with the following financial institutions: 
e VanCity; 

Assiniboine Credit Union; 

Page Credit Union; 

Saskatoon Credit Union; 

Coast Capital Credit Union; 

e Capital City Credit Union; 

e Beaumont Credit Union; 

e the First Nations Bank of Canada; and, 

e the Business Development Bank of Canada (BDC). 


These funds are all designed to provide "patient debt capital" for companies that are unable 
to secure regular financing due to a lack of hard assets for collateral, a lack of resources 
and experience in preparing a business case, the early stage of the company, and/or a lack 
of familiarity of capital providers with the industry sector. 


The financial institutions, using their own capital, authorize and issue loans. WD 
contributes to a loan loss reserve, equal to between 10 per cent and 20 per cent of the value 
of loans issued. This reserve may be used to offset a portion (up to 80 per cent) of net 
losses on defaulted loans, but may not exceed WD's total contribution to the reserve. 


The Pan-western sector-oriented funds offer loans up to $1 million to SMEs (the average 
loan size is $340,000). The micro-loan and other smaller loan funds provide loans 
averaging $14,000 to very small and start-up businesses in most of the large cities in 
Western Canada. 


WD has committed up to $44 million in repayable contributions to loan loss reserves to 
support these loan fund agreements. This commitment will leverage up to $281 million 
directly from capital providers for loans to SMEs. 


In 2002-2003, a total of 371 loans valued at $23 million were approved, of which: 
e $14.4 million was for 59 loans under the larger, sector based loan funds; and, 
e $8.5 million was for 312 loans under the smaller micro-loan, Francophone, 
Community Investment, and Entrepreneurs with Disabilities loan funds. 
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Loan Fund Program Results 
From the beginning of the program until March 2003, 1,878 loans totalling $162 million 
have been approved under the program. Based on a program evaluation, an estimated 


further $58 - $79 million in other financing was indirectly leveraged; an estimated 3,200 - 
6,100 jobs have been created; incremental revenues for SME clients are estimated to be 
between $337 - $851 million; and incremental exports are estimated between $95 - $143 
million. 


The following is an excerpt from a case study’ in an independent evaluation, providing an 
example of the type of client and results of a bank loan that has been leveraged by much 
smaller Loan Loss Reserve contributions from WD. 


Case Study: Venture Seeds 

Venture Seeds Ltd. is a mustard seed cleaning plant located in Brunkild, Manitoba. The 
company purchases seed for cleaning, and also cleans seed on a contract basis for farmers. 
Most of the mustard seed cleaned by Venture Seeds is exported. Venture Seeds has been in 
operation for three years and currently employs five full-time and two part-time employees. 


In addition to shareholder contributions, the primary sources of financing are a Loan 
Investment Fund Program (LIFP) loan of $350,000 from the Farm Credit Corporation 
(FCC) Agricultural Value-Added Processor Loan Fund, and subordinated debt financing of 
$200,000 by the Crocus Fund. The company also obtained a line of credit of $100,000 
from CIBC. Since the LIFP loan, the company has obtained a conventional loan of 
$97,000 from FCC to purchase additional equipment for another seed processing 
production line. 


According to the General Manager, the company would not have been able to commence 
operations without the LIFP loan. The impacts that can be attributed to the LIFP loan 
include the creation of five full time and two part time jobs and significant export sales. 


WD has also provided its WCBSN network partners with funds to enable them to make 
repayable loans to SMEs in targeted areas (1.e. rural SMEs, SMEs operated by women, 
Francophone, disabled, or young entrepreneurs, and urban SMEs in identified priority 
sectors). WD and its network partners also provide SMEs with path finding services and 
referrals to alternate sources of financing. 


Results for 2002-2003: 
e 90 CFDCs in the West approved 1,604 loans through the Loan Funds, totalling 
$52.1 million, which are expected to create or maintain 5403 jobs. This includes 
101 loans to Entrepreneurs with Disabilities, totalling $1.9 million, which created or 
maintained 229.5 jobs; 129 loans to youth, totalling $1.7 million, which created or 
maintained 189.3 jobs; 179 loans to Aboriginal clients, totalling $3.6 million, which 
created or maintained 298.8 jobs; and 186 loans through other Partnership Loan 


’ Evaluation of the Loan Investment Fund, Ference Weicker & Company, July 2002. 


33 


Funds by CFDCs in BC, totalling $8.1 million which created or maintained 555 
jobs. 

e During 2001-2002, WEI approved 123 loans, totalling $3.7 million, which created 
or maintained 399 jobs. 

e The majority of FEDO lending activity is through leveraged loan funds with the 
exception of the Conseil de développement économique des municipalités bilingues 
du Manitoba (CDEM) which also has a loan fund. During 2002-2003 CDEM 
provided 4 direct loans totalling $242,000, which created or maintained 24.5 jobs. 

e CFDCs leveraged $64.1 million through direct lending activity and the WEIs 
leveraged $2.6 million through direct lending activity. In addition to the leveraged 
loan fund activity FEDOs leveraged $3.7 million through both direct lending and 
indirect (referrals) lending activity. 


Objective C: Trade and Investment 

Increased participation in international markets 

WD’s strategy in support of trade and investment involved activity in four key areas: 
research, trade policy, trade promotion and investment attraction. Activities varied from 
strategic participation in Team Canada missions to taking action when western companies 
were impacted in trade actions such as the softwood lumber dispute. WD has partnered 
with other federal departments, the provinces and local organizations to enhance overall 
support for trade and investment in the West through participation in such organizations as 


Trade Team Canada Inc., Regional Trade Networks, Provincial Trade Teams and Western 
Trade Officials. 


WD helps western exporters in key sectors by supporting their participation in trade fairs 
and trade-related events around the world. In 2002-2003 WD approved direct financial 
sponsorship of $478,960 for forty-one trade events. WD also sponsored events such as the 
Canada Export Awards Lifetime Achievement Award (won by Fincentric Corporation of 
BC); Bio Partnering North America (a global biotech leader conference in Vancouver); and 
provided support for 40 western Canadian participants in American 2002 - Pan American 
Environmental Technology Trade Show and the Western Aerospace Alliance Conference. 


In 2002-2003 WD provided funding of over $7 million for market development in the form 
of export preparedness and trade and investment projects. Examples of projects include 
support for Project Germany, a three-year project with the goal of attracting 10 new 
German companies to the Edmonton region (investment valued at $50-70 million); support 
for the University of Saskatchewan to attract investment into genome research, which has 
already resulted in an investment by an American company; and support for the Canada BC 
Business Services Society to develop enhanced export planning and consulting capacity. 
Market development is also achieved through projects funded through the International 
Trade Personnel Program (ITPP), which resulted in 77 companies and industry associations 
being approved for funding which resulted in the hiring of 82 recent graduates to 
implement international marketing projects. 
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Objective D: Selling to Government 
Increased participation of western firms selling their products and services to government. 


WD’s procurement activities respond to individual situations on the basis of merit, such as 
where there is significant benefit to be derived for Western Canada. Ongoing, effective 
collaboration among federal and provincial governments and the private sector will be 
important to ensure that procurement opportunities for western businesses are maximized. 


The Entrepreneurship strategic outcome is delivered via a number of departmental 
programs, including the Western Diversification Program; the Loan Investment Fund 
Program; International Trade Personnel Program; the Conference Sponsorship Program; 
and the Service Delivery Network and the Community Futures programs (with G&C terms 
and conditions specific to these two activities). 


WD has worked for several years to build a cost-effective business service network to help 
entrepreneurs to grow and expand their businesses. Included in this network has been a 
contingent of WD client service officers located in each WD office in Western Canada. 
Following a review of departmental operations, the department has determined that most 
SME needs, particularly one-on-one business counselling and seminars, can be effectively 
met through the WCBSN and other partners. As a result of this increased capacity by 
partners, WD employee resources have been realigned to meet other program and policy 
demands being placed on the department. 


For additional information on WD management practices, please see Modern 
Comptrollership, Section III: Government Wide Initiatives. 


ECONOMIC RESEARCH AND ADVOCA 


Provide effective strategies, policies and programs that ee the Ce omic ie development | 
needs, opportunities and aspirations of western Canada _ : 


The Economic Research and Advocacy function embraces a continuum of activities that 
result in strategies, policies and programs that address the economic development needs, 
opportunities, and aspirations of Western Canada. 


Economic research is undertaken in order to understand Western Canada, its place in the 
country, the world, and the present and future challenges and opportunities facing the 
region. Through the knowledge generated by disseminating and promoting research, 
awareness is created about relevant issues and a climate conducive to effective policy 
formulation is established. The department sponsors research projects that have a direct 
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relationship to its economic development mandate and core program areas. Importantly, 
research findings are intended to lead to policies that help the region achieve its ultimate 
economic potential, thus leading to a stronger national economy. 


The research generated by the department helps create increased regional collaboration 
among economic development stakeholders. Through the collaborative sharing of research 
and knowledge, a variety of stakeholders including federal and provincial governments 
convene to explore policy options and best practices. It is through such collaborative 
efforts that economic development occurs. 


Research findings are also used to help create an alignment between national policies and 
programs and the economic circumstances of Western Canada. Within a country as large 
and economically diverse as Canada, it is difficult to create national policies and programs 
that impact all regions of the country equitably. National policy makers can only develop 
effective national policies and programs when departments such as WD have the 
knowledge to undertake informal advocacy to promote a better understanding of regional ~ 
circumstances. 


2002-2003 Expenditures: Grants &Contributions - $1.9 million Operating Budget - $152,537 
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Key partners in planning and sponsoring research include other federal government 
departments and provincial government economic development departments. Key partners 
in carrying out research in 2002-2003 included the Canada West Foundation www.cwf.ca, 
the Conference Board of Canada www.conferenceboard.ca and the Canada West Health 
Innovation Council www.cwhic.ca 


Examples of WD’s research products can be viewed on research and publications section of 
the Department’s website at www.wd.gc.ca 


Key Targets and Overall Results; 


, 


Objective A: Information and aatvsis that ee a oid ats for economic 
development action in Western Canada 


Fifteen research projects and related sponsorships were approved in addition to the internal 
research and analysis within the department. 


Objective B: Increased regional collaboration on economic development research and 
programming 
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The federal-provincial Western Economic Development Deputy Ministers’ Forum 

(DM Forum) identified areas for joint collaboration, and agreed to an invigorated forward 
agenda for the Forum. The Western Assistant Deputy Minister (ADM) Policy Group met 
to follow-up on the direction provided by the DM Forum. The Senior Officials Forum on 


Innovation also met several times and made progress in a number of priority areas. 
Federal-Provincial collaboration through these forums has resulted in: improved processes 
to advance mutual interests in Western Canada; more effective mechanisms for sharing 
information; increased collaboration on economic development matters affecting the West; 
and increased opportunities for joint planning and joint decision making on western 
priorities. 


WD supported the Canada West Health Innovation Council to contribute to national policy 
development in the area of utilizing the national health care system as an engine of 
economic growth and development. 


Program, resources and results linkages: 


Research projects undertaken by WD are funded through contributions made under the 
Western Diversification Program, or through contracts established under the department's 
operations and maintenance budget and spending guidelines. 


cement Practices: 


The 2002-2003 policy research activity was an important contributor to the department’s 
Government on Line strategy, through the revision and expansion of the Research and 
Publications section on WD’s public website. This initiative has made departmental- 
sponsored research available to the public. 


For additional information on WD management practices, please see Modern 
Comptrollership Section HI: Government Wide Initiatives. 


NATIONAL PROGRAMS AND OTHER INITIATIVES | 
Mitigation of the economic impact on communities affected by federal facility closures or 
reductions, natural disasters, or changes in federal policies and programs through the 

delivery of national programs in Western Canada 


A. Infrastructure Canada Program 
WD implements the Infrastructure Canada Program in partnership with provincial and 
municipal governments in Western Canada. 


The $2.05 billion Infrastructure Canada Program (ICP), was created in 2000 to enhance 
municipal infrastructure in urban and rural communities across the country, and to 
improved Canada’s quality of life through investments that protect the environment and 
support long-term economic growth. 
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The Minister of Industry and Minister responsible for Infrastructure, supported by the new 
department, Infrastructure Canada http://www. infrastructurecanada.gc.ca, has been 
assigned responsibility for the overall management of this contribution program. ICP is 
delivered by the following federal agencies and departments: 
e Western Economic Diversification Canada(British Columbia, Alberta, 
Saskatchewan, and Manitoba) 
e Industry Canada (Ontario) 
e Canada Economic Development for Regions of Quebec 
e Atlantic Canada Opportunities Agency (Newfoundland and Labrador, Nova Scotia, 
Prince Edward Island and New Brunswick) 
e Indian and Northern Affairs Canada (First Nations Component, Yukon, Nunavut 
and Northwest Territories) 


In most cases, the Government of Canada is matching the provincial and territorial 
contribution, and generally providing up to one-third of the cost of infrastructure projects. 
The program’s first priority is green municipal infrastructure, i.e., projects that improve the 
quality of the environment and contribute to Canada’s goal of clean air and clean water. 


Approved 
Total Federal (No. of Approved federal 
Funding Project to contribution to 


Total federal 
expenditures to 
March 31, 2003 
($000) 


| 
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Approved Projects 


2002-2003 Approved Projects - Total WD 
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cultural and 
recreational facilities 


Projects approved to date in British Columbia, Alberta, Saskatchewan and Manitoba will 
result in: 
e 29,477 households to be connected to a municipal potable water supply; 
e 28,288 households to be connected to a municipal wastewater system; and, 
e 1,171,483 households connected to municipal potable water receiving higher 
quality potable water. 


As well, other projects approved to date will provide funding to: 
e Improved local transportation infrastructure in over 131 communities; 
e Improve sports, recreation and cultural facilities in 54 communities; and, 
e 1,003 permanent jobs will be created directly by projects 


Program, resources and results linkages: __ 


ICP is an example of a horizontal initiative involving many federal partners. As part of a 
new reporting requirement for Departmental Performance Reports, significant horizontal 
initiatives® are being reported for the first time in a template completed by all partners and 
accessible at the following link http://www.tbs-sct.gc.ca. 


* Significant horizontal initiatives are those that are key to the achievement of strategic outcomes, and/or 
involve a high level of risk, and/or represent a substantial investment of public resources. 
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Management Practices: —_ 


The ICP is a joint federal/provincial initiative with agreements negotiated in each province 
determining the co-delivery model to be used and setting out the specific targets in each 
province. In all provinces there is a joint delivery mechanism, in some a formal secretariat 
and in others a virtual secretariat. In all four western provinces the delivery model includes 
a significant role for municipal government in the development and review of projects 
while preserving federal authority to approve projects. 


For additional information on WD management practices, please see Modern 
Comptrollership, Section III: Government Wide Initiatives. 


B. Other Initiatives 
Coordinate efforts by federal departments to mitigate effects of natural disasters, base 
closures or changes to federal policies and programs. 
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Softwood Industry Community Economic Adjustment Initiative (SICEAT) 

As part of the federal response to communities seriously impacted by reduction in softwood 
lumber activity due to the US import duties, the $110 million SICEAI was announced in 
December 2002. The intention of this initiative is to seed local economic adjustment 
projects that transition away from total softwood dependence. In the West the program is 
primarily intended for BC with WD responsible for program delivery. To assure that this is 
a community driven initiative the program will be delivered through the network of 
Community Futures Development Corporations. It is expected that some $50-70 million 
will be committed in BC with the first project approvals expected in August 2003. 


Royal Roads University 

In 2002-03, the funds continued to be used to upgrade the historic Royal Roads buildings in 
British Columbia to meet the needs of the new Royal Roads University. Community input 
remains an important feature of the upgrade program, thereby maintaining the look and feel 
of the turn of the century Edwardian estate. The funds were also used to mitigate the cost 
of operating in the historic buildings and maintaining the four historic gardens. This was 
the final year of a three-year project 


The Canada-Manitoba Partnership Agreement on Red River Valley Flood Protection 
The agreement continued over the past year to provide improved flood protection 
infrastructure to communities in the Red River Valley as well as individual home and 
business flood protection in the valley. 
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SECTION IV: GOVERNMENT WIDE INITIATIVES 


1. Government On Line 


The GOL initiative at Western Economic Diversification Canada is increasingly imbedded 
in departmental core programming. On-line products have been developed in support of the 
re-aligned strategic directions of Innovation, Entrepreneurship and Sustainable 
Communities. On-line business tools, workshop presentations and interactive guides are 
available to aid entrepreneurs. Online submission guidelines are provided to enable access 
to business development programs. Partner sites are also linked to enable access to related 
programs throughout a broad regional service network. 


Projects identified in the 2002-03 Report on Plans and Priorities centred on the 
development of web capacity, and upgrades to WD’s information technology 
infrastructure. Progress has been made in each of these areas. 


Developing Web Capacity 

Up-to-date information for research is available through WD’s on-line Media Centre, 
which includes fact sheets, speeches and newsletters highlighting WD and partner 
programs and activities. Fact Sheets, for example, provide information to entrepreneurs on 
initiatives particular to Western Canada that range from Fuel Cell development, to “One- 
Stop Business Registration”, to virtual reality technology. 


Information Technology Infrastructure Upgrade 

The 2002-03 Report on Plans and Priorities identified Web Processes Re-engineering, Web 
Redesign and Web Content Management as key areas for upgrade to enable better client 
service. To achieve these objectives an Information Management and Technology Branch 
was established to develop and integrate GOL principles and guidelines in the enhancement 
and implementation of future online initiatives. 


2. Sustainable Development Strategy 


Western Economic Diversification Canada sees Sustainable Development (SD) as a 
fundamental way of doing business, defining it to be: 


e aneconomic state where the demands placed on the environment by people and 
commerce can be met without reducing the capacity of the environment to provide 
for future generations;” 


e economic development that has a positive, long-term social and/or environmental 
benefit; and, 

e meeting the needs of the present without compromising the ability of future 
generations to meet their own needs.” 


*Paul Hawkens, The Ecology of Commerce, p. 139. 
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In order to fully integrate sustainable development into our planning, program delivery and 
operations, WD adopted a vision for sustainable development: 


WD is building a more sustainable Western Canada by providing its employees and 
partners with practical tools to integrate sustainable development into the three core areas 
of business or strategic outcomes — innovation, entrepreneurship and sustainable 
communities. 


The department accomplished the three performance measures set out for 2002-03 for the 
Sustainable Development Strategy (SDS):. 


e WD created an Environmental Management System (EMS) and a Strategic 
Environmental Assessment (SEA) process. The EMS provides the department with 
a framework for management, tracking, evaluating, and communicating our 
environmental performance, activities, products and services. The SEA provides a 
process to evaluate the environmental effects of a proposed policy, plan, program, 
or other strategic-level initiative. Both procedural documents were developed, with 
WD’s program delivery needs and environmental policy in mind. 


e To integrate SD concepts into WD’s decision-making processes, modifications 
were made to project approval procedures. This also improved data collection for 
the EMS and external reporting requirements. 


e WD trained staff on “buying green” and using “green” suppliers. In addition, WD 
offered training to staff and the Western Canada Business Service Network partners 
through the SD On-Line Learning Tool, launched in June 2002 during 
Environmental Week. The on-line tool was developed to encourage SD practices 
within WD and their partner organizations and to introduce SD resources to clients. 
A similar on-line tool targeted to small and medium sized business is planned for 
launch in 2003-04. 


3. Official Languages 


Western Economic Diversification Canada (WD) is committed to the objectives of Section 
41 of the Official Languages Act of: 


(a) enhancing the vitality of the English and French linguistic minority communities in 
Canada and supporting and assisting their development; and, 


(b) fostering the full recognition and use of both English and French in Canadian 
society. 


'Bruntland Commission, Our Common Future. 
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The Francophone Economic Development Organizations (FEDOs) became members of 
WD’s Western Canada Business Service Network (WCBSN) in 2001. The FEDOs are Ja 
Société de développement économique de la Colombie-Britannique, la Chambre 
économique de |’Alberta, le Conseil de la coopération de la Saskatchewan, and le Conseil 
des municipalités bilingues du Manitoba. In partnership with the four FEDOs, WD has 
implemented a Francophone Business Development Strategy. In addition, WD continues 
to work with other federal departments such as Canadian Heritage under the 
Interdepartmental Partnership for the Official Languages Communities to meet the needs of 
the French speaking population in the West. 


The 2002-2003 year marks the second year of the Francophone Business Development 
Strategy, launched in April of 2001. The strategy formalizes the partnership between the 
FEDOs and WD, supports regional and Pan West Special Economic Development 
Initiatives (SEDI), and creates loan loss reserve funds to increase access to capital for 
Francophone small- and medium-sized businesses. The partnership fosters links to other 
WCBSN members and improves services to the local business community. 


Among the noteworthy accomplishments are the projects undertaken through SEDI to 
promote cultural and historical attractions, bringing tourists to the Western Canada 
Francophone Tourism Corridor. Examples of SEDI investments by WD include the 
Veseau Beach Visual Identity project, to increase the visibility and sustainability of the 
francophone community in Alberta, highlighting the region’s history, linguistic duality and 
Canadian heritage. The Recognizing Regional Champions of Franco-Manitobans 
Entrepreneurship project provides role models for young Francophone entrepreneurs who 
are considering their own business ventures. Another regional project involves the 
development of a website promoting French cultural products and services offered within 


- the region, available at http://www.lesvoyageurs.ca/ 


4, Modern Comptrollership 


Modern Comptrollership is a government-wide management reform focused on the sound 
management of resources and effective decision-making. WD has always been committed 
to good management, and the requirement to update and improve how it manages is 
evergreen. The Modern Comptrollership Initiative has provided the department with a 
framework and resources that will allow it to meet its management improvement goals in 
the short term, and to support continuous advancements in efficiency and effectiveness 
over the longer term. The action plan to implement Modern Comptrollership impacts 
virtually every management activity in the department. Furthermore, the activities listed 
below represent the core of WD’s management practices, eee how resources are 
organized and objectives are attained. 

In 2002-2003 WD completed an assessment of its current state of Modern Comptrollership 
using the Comptrollership Capacity Assessment Tool developed by the Treasury Board 
Secretariat. The capacity assessment provided the basis for creating a comptrollership 
modernization action plan that highlights management improvement objectives for the 
department. Highlights of accomplishments in 2002-03 include the following: 
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Five one-day Modern Comptrollership workshops held in Ottawa, Winnipeg, 
Saskatoon, Edmonton and Vancouver with over 170 participants (representing over 
one-half of WD employees). The sessions provided information on Modern 
Comptrollership concepts, updated participants on the results of the capacity 
assessment, and obtained ideas and commentary on the Action Plan; and also 
provided a forum for staff to provide input to the departmental Values and Ethics 
framework. | 

Completed the realignment of regional personnel to provide a greater focus on the 
department’s strategic objectives and to strengthen policy and coordination 
capacity. The provision of one-on-one business services to SMEs has been 
migrated to the Western Canada Business Service Network. 

Implemented a new Grants & Contribution Management Framework resulting in 
better utilization of the department’s core Grants and Contribution appropriation, 
and a greater focus on projects that support the department’s strategic objectives. 
Implemented the Guidepost process for project assessment, which requires more 
complete documentation of due diligence and specific performance expectations for 
each project. 

Established an Audit and Evaluation unit with increased staff and resources. 
Reviewed all departmental awards programs leading to several improvements, a 
sharing of best practices and the modification of the Deputy Minister Award 
selection process. Also introduced in 2002 was the Keith Draper Award for Values 
and Ethics awarded to the individuals who best represent the values and ethical 
standards to which the department aspires. 

WD secured the highest participation rate (87 per cent) of any federal department in 
the 2002 National Public Service Employee Survey. For WD, the overall results 
showed improvement over the 1999 results, as well as a general rating level above 
public service norms. Employees identified flexible work arrangements, access to 
learning and the support of management as particular strengths. Results also 
identified areas requiring improvement: work life balance, career opportunities, and 
dealing with discrimination. 

In February 2003 WD held half-day learning sessions for youth on Modern 
Comptrollership in, Edmonton, Regina, Winnipeg and Victoria. With support from 
Treasury Board, the project objectives were accomplished, as indicated by positive 
responses on the learning session evaluations. 


5. Service Improvement Initiative 


As a federal organization involved in the Service Improvement Initiative, WD’s priority 
continues to be the provision of high levels of service to its clients. During the current year 
WD has realigned its activities, and transferred delivery of its business advisory services to 
the public to third parties, principally its Western Canadian Business Service Network 
(WCBSN). A number of capacity building initiatives were undertaken to ensure that 
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partners have the skills and resources to deliver quality service. This was achieved using 
existing resources. 


Key Partners | 
Please see the report on the Entrepreneurship Strategic Objective, Page 30 for a complete 
list of partners. 


Key Programs, Resources and Results 
An evaluation of the Western Canada Business Service Centres, was completed in the first 
quarter of the year: 
e 81.9 per cent of the Centres’ clients reported that they were very satisfied or 
satisfied with the service provided; 
e 83 per cent indicated that they received business information that was very 
important or important in the creation and operation of their business; 
e 85 per cent responded that the Centres’ helped improve their access to relevant 
business information; 
e use of website and email access is increasing whereas fax on demand has decreased 
significantly; and, 
e of the 53 per cent of clients that received referrals to other partners, 91 per cent 
said the referrals were accurate; 


Due to this transition from direct to third party delivery, WD itself performed no direct 
client satisfaction survey for this year. 


WD has continued to identify ways to improve partner service delivery: first, by working 
with partners to incorporate service level accountabilities in partnership and third party 
delivery agreements, and, second, by encouraging establishment of appropriate service 
delivery standards. WD is now better able to track service delivery, through improved 
reporting systems that provide better quality information and identification of gaps in 
service delivery. 


WD supported a citizen-centered learning event in January 2003, to help promote 
improvements in client satisfaction levels. As a member of the Pacific Council of Senior 
Federal Officials, WD provided planning and marketing services for this annual event, 
which attracted staff from over 100 federal and provincial public sector organizations. 
Another Federal Council service improvement initiative is underway in Saskatchewan, 
where a Service Delivery Working Group (with 29 member organizations, including WD) 
has been established to provide single-window services to the public. 
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SECTION V: FINANCIAL PERFORMANCE 


Financial Performance Overview 


This section contains a summary of the financial performance of Western Economic 
Diversification Canada (WD) for the fiscal 2002-2003. 


WD spent $246.8 million during the 2002-2003 fiscal year, $122.3 million less than the 
$369.1 million available. This underutilization of available resources was primarily 
attributable to: 
e slower than anticipated implementation of the Infrastructure Canada Program; and, 
e In light of the expected reduction of resources available to WD in 2003-2004 and 
subsequent years, WD implemented reductions in current year spending and moved 
current year authorities to the 2003-2004 year to ensure that sufficient resources 
will be available to settle existing contractual obligations. 


Additional details are provided in the financial tables. 


Financial Summary Tables 


The financial tables depict the resources available to the department in 2002-2003; how 
these resources were used; as well as, the revenues generated by the department. The 
following tables are included: 
e Financial Table 1 - Summary of Voted Appropriations 
e Financial Table 2 - Comparison of Total Planned Spending to Actual Spending 
e Financial Table 3 - Total Net Cost of Program 
e Financial Table 4 - Historical Comparison of Total Planned Spending to Actual 
Spending 2000-2001 to 2002-2003 
Financial Table 5 — Crosswalk Between Strategic Outcomes and Programs 
Financial Table 6 - Non-Respendable Revenue 
Financial Table 7 — Statutory Payments 
Financial Table 8 — Transfer Payments 


Definitions and source of the information included in these financial tables is as follows: 

e “Planned Spending” is the amount of planned spending at the start of the fiscal year, as 
per the “Planned spending 2002-2003” column of the 2002-2003 Report on Plans and 
Priorities; 

e “Total Authorities” is the amount voted, for the 2002-2003 fiscal year, and includes 
Main and Supplementary Estimates and as well as authorities transferred to WD from 
Treasury Board Secretariat Vote 10 and Vote 15 during the 2002-2003 fiscal year. 
These authorities agree with the authorities presented in the 2002-2003 Public 
Accounts. 

e The “Actual” column displays the actual expenditures or revenues, as reported in the 
2002-2003 Public Accounts. 
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Table 1 - Summary of Voted Appropriations 


This table compares resources available to WD and actual results. Explanations of the 
variances between Voted Appropriations and actual results are presented below the table. 


2002-2003 


Western Economic Diversification Canada Gmiliions) 


Variance 
Total Surplus/ 
Vote Authorities Actual (Deficit) 
120 Operating Expenditures 44.6 41.1 3:5 
125 Grants and Contributions 298.1 173 118.8 
(S) Obligations under the Small Business Loans Act 10.1 10.1 -- 
(S) Obligations under the Canada Small Business al el -- 
Financing Act 
(S) Contributions to Employee Benefit Plans 4.2 4.2 ~ 
(S) Spending of proceeds from the disposal of 0.0 0.0 ~~ 
surplus Crown assets 
(S) Refunds of amounts credited to revenues in 3:0 3.0 “= 


previous years 
pe et oe on aeenciees 


Note: due to the table being in millions amounts too small are displayed as zero’s 


Explanation of variance: $_milligns 
As presented in the table above, WD underutilized Vote 120 Operating Expenditures 

by $3.5 million and Vote 125 Grants and Contributions by $118.8 million. Planned 

activity during 2002-2003 was influenced by the expectation that resources available to 

WD in 2003-2004 and subsequent years would decline significantly 


Operating Expenditures Vote 120 
The $3.5 million variance is due to the following factors: 


e reduction of internal budgets to enable carry-forward of resources to 2003-2004; 2.0 

e funds unutilized due to delays in the implementation of the Infrastructure Canada 0.8 
Program; and, 

e other unplanned reduction in expenditures. O07 


Grants and Contributions Vote 125 
The $118.8 million variance is primarily due to: 


e delays in the implementation of the Infrastructure Canada Program (ICP). The 1a ate 
entire amount may be moved to future years to implement the ICP; and,. 

e Funds moved to 2003-2004 to meet Western Economic Partnership Agreements 4.0 
obligations. 
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Table 2 - Comparison of Total Planned Spending to Actual Spending 


This table displays the variance between planned spending included in the 2002-2003 Report 
on Plans and Priorities and the actual results for the year. Explanations of the variances are 
presented below the table. 


Western Economic Diversification Canada 


Variance 


Planned Surplus/ 
Vote Spendin Actual Deficit 
FTEs 364 363 1 
120 Operating Expenditures 40.2 Alby 26>" (0.9) 
125 Grants and Contributions 300.9 7933 121.6 
(S) Obligations under the Small Business Loans Act 12.0 10.1 1.9 
(S) Obligations under the Canada Small Business Financing Act 10.0 9.1 0.9 
(S) Contributions to Employee Benefit Plans 4.8 Ay 0.6 
(S) Spending of proceeds from the disposal of surplus Crown 0.0 0.0 ae 

assets 

(S) Refunds of amounts credited to revenues in previous years 0.0 3.0 (3.0) 


(S) Collection agency fees Soe, ee: 0.0 0.0 


Note: amounts under $100K are displayed as zeros 


Explanation of variance: 


Overall, the actual authorities of $369.1 million (refer to Financial Table 1) provided to WD for 
the year were $1.8 million greater than the amount of planned spending in the 2002-2003 Report 
on Plan and Priorities. Actual spending for Vote 120 Operating Expenditures was 2.2 per cent 
higher than planned while Statutory Items in total were within 1.5 per cent of planned spending. 
The only significant variance from Planned Spending occurred in Vote 125 Grants and 
Contributions where spending was 40.4 per cent less than planned due to delays in the 
Infrastructure Canada Program and transfer of resources to subsequent fiscal years to meet 
contractual obligations. 
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Table 3 - Total Net Cost of Program 


This table displays and provides explanations of what was the net cost of programming by the 
department. 


2002-2003 _ 

Western Economic Diversification Canada _ ($ Millions) 

Planned 

Spending Actual Variance 
Total Gross Expenditures 367.9 246.8 121.1 
Less: 
Respendable Revenues -- -- - 
Total Net Expenditures 367.9 246.8 121.1 
Other Revenues and Expenditures: 
Non-respendable revenues (26rs) (37.0) 10.5 
Cost of services provided without charge 4.1 4.6 0.5 
Net Cost of the Program | 3455 244 131.1 


Note: amounts under $100K are displayed as zeros 


Explanation of variances: 

The $131.1 million variance for the Net Cost of the Program is due to lower than anticipated 
expenditures (refer to Financial Table 2) and to higher than anticipated revenues (refer to 
Financial Table 6). 
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Table 4 - Historical Comparison of Total Planned Spending to Actual 


This table provides a historical comparison on our performance to determine planned spending 
versus actual spending. 


Western Economic 
Diversification Canada 


Planned Planned Planned 
($ Millions) Spending Actual | Spending Actual | Spending Actual 
Operating 
Vote 120 - Operating Expenditures 
(S) Contributions to Employee Benefits 
Plans 
Total Operating 


Grants and Contributions 
Vote 125 - Grants and Contributions 177.8 142.4 223.4 178.0 300.9 179.3 
(S) SBLA/CSBFA 20.0 25.0 18.0 Zap SAY) 19.2 


Total Grants and Contributions 197.8 167.4 241.4 20157. 322.9 198.5 


(S) Refunds of amounts credited to 3.0 


Total. 9 


Variance Surplus/(Defi 


Variance Surplus/(Deficit 
Note: amounts under $100K are displayed as zeros 


Explanations of variances: 

Operating 

The decrease of the variance over the previous two years is mainly due to: 
the implementation of new programs not reflected in planned amounts, such as the six year 
Infrastructure Canada Program which started in 2000-2001 and the Innovation and Community 
Investment Program which started in 2001-2002. 

e Please refer to Financial Table 1 - Summary of Voted Appropriations and Table 2 - Comparison of 
Total Planned Spending to Actual Spending for more information. 


Grants and Contributions 

The increase of the variance over the previous two years is mainly due to: 

e the six-year Infrastructure Canada Program and the slow nature of implementing the program. 
e Please refer to Financial Table 8 - Transfer Payments for more information. 
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Table 5 - Crosswalk Between Strategic Outcomes and Programs 


This table identifies the relationship between Strategic Outcomes and Programs. WD has only one 
business line and our resources are allocated to different programs that are linked as follow to five 
strategic outcomes. 


Western Economic te 


Strategic Outcomes 


Diversification Canada 


Total 


Innovation 
Partnerships 
Entrepreneurship | 
Economic Research 
National Program 
% of Total 


Operating Expenditures 


Contributions 
Western Diversification Program 


Community Futures Program 


Partnership Agreements 


Service Delivery Network Program 


Innovation and Community Investment Program 


Loan & Investment Fund Program 


Canada Infrastructure Works Program 


Infrastructure Canada Program 


Red River Flood Protection Program 


(S) Obligations under the SBLA 


(S) Obligations under the CSBFA 10.0 10.0 216 


9.1 3.7% 
ce ee 
10. 4.3 
. 


Tosa | 293.8 | 100.0% 
es a a a 
eto SCSCSC~SC~C~r YT [Tam [TIM [dH [HIM [OOM |_| 
[26.7% | 100.0% |_| 


: 3 — - | 6.3 100.0% 
De ee 
aS = eee ee 
l 


Vie 1 
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Table 6 - Non-Respendable Revenue 
This table presents information by revenue source and the revenues received by the department. 


Western Economic Diversification Canada 


Variance 

Actual Actual Planned Surplus/ 

2000-2001* 2001-2002 Revenue Actual (Deficit) 
Repayable Contributions 26.7 19.3 8.0 14.2 6.2 
Other Revenue 3.4 213 0.5 3.4 2.9 
Bdge Nc icoiRecs 229 13.8 6.0 4.9 (1.1) 
GS BRM ee Sorte tcc aa 225 12.6 120 14.5 2.5 


Revenues 


* The 2000-01 figures are not comparable with the subsequent fiscal years as revenue reporting was changed to an accrual basis, 
i.e. amounts earned, from a cash basis. 


WD has surpassed established targets for revenue for a third consecutive year. Since 1995, 
WD has moved away from repayable contributions and revenue from this source therefore 
has declined, and will continue to decline in the future. 


Non-respendable revenue consists of: 


e the repayment of repayable contributions previously provided by the department and related 
interest and other revenue; 


e other revenue comprising the proceeds from the disposal of surplus Crown assets; Access to 
Information and Privacy fees; and prior years adjustments; and, 


e service fees for loan guarantees for loans approved under the Small Business Loans Act (SBLA) 
and the Canada Small Business Financing Act (CSBFA). 
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This table identifies statutory payments made by the department 


Table 7 - Statutory Payments 


Western Economic Diversification Canada 


Planted Total 


Actual Actual 
2000-2001 2001-2002 Spending Authorities Actual 

(S) Obligations under the Small 

Business Loans Act (SBLA) 23.5 17.3 12.0 10.1 10.1 
(S) Obligations under the Canada Small 

Business Financing Act (CSBFA) 1.5 6.4 10.0 9.1 91 
(S) <a aa to Employee Benefit 46 47 48 42 4.2 
(S) Spending of proceeds from the 

disposal of surplus Crown assets 0.0 0.0 = 0.0 0.0 
(S) Refunds of amounts credited to 0.0 0.0 of 30 3.0 

revenues in previous years 
(S) Collection agency fees 0.0 0.0 -- 0.0 0.0 
Total Statutory Payments _ | 29.6  B4 26.8 _ 264 | - 26.4 


Note: due to the table being in millions amounts too small are displayed as zero’s 


Obligations under the Small Business Loans Act and under the Canada Small Business 

Financing Act 

e This represents the settlement of net losses incurred by banks and financial institutions 
for loans guaranteed by the government under the Small Business Loans Act and the 
Canada Small Business Financing Act. These programs are administered by Industry 


Canada, but reporting is by Western Economic Diversification Canada for loans in 


Western Canada. 


Contributions to Employee Benefit Plans 


e This represent the governments costs associated with benefits plans for public servants 
such as Canada Pension Plan, Employment Insurance etc. 
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Table 8 - Transfer Payments 


This table provides information on grants and contributions spending by program. WD has only one 
business line but several programs under which resources are spent. 


Western Economic Diversification Canada 


Actual Actual Planned Total 

2000-2001 2001-2002 Spending' Authorities! Actual 
GRANTS -- 10.0 5.0 ~- -- 
Total Grants we 10.0 5.0 -- -- 
CONTRIBUTIONS 
Western Diversification Program 69.0 Oreo 68.0 ISS) 68.7 
Community Futures Program 22.1 21.6 20.6 Dla pA Wey 
Partnership Agreements F326 19.6 PAV) W220) 12.9 
Service Delivery Network Program 7.6 102 6.6 8.5 8.5 
Innovation and Community i 74 10.8 13.4 13.4 
Investment Program 
Loan & Investment Fund Program 6.0 2.8 4.2 Sse) 3.3 
Winnipeg Development Agreement ee 0.8 oe -- -- 
Canada yee ee Works 5.8 6] ad 03 03 
Program 
Infrastructure Canada Program ° 0.3 Zyl 1522 SOF) 47.8 
Sandspit Harbour Program 0.3 -- -- -- -- 
Community Economic Adjustment 9.5 oe . © 
Initiative 
Red River Flood Protection 6.4 10.5 1236 Jiscy, De 
Program 


(S) Obligations under the SBLA 
(S) Obligations under the CSBF'A 
UT I 
Total Transfer Payments 


To improve disclosure, the amounts in the Planned Spending column and the Total Authorities column, which in total 
agrees with the amount voted by Parliament, have been allocated between programs. 


2002-2003 is the final year with expenditures for the Canada Infrastructure Works Program. 
Planned spending for the six-year Infrastructure Canada Program, which commenced in 2000-2001, was slower than 


expected. Unexpended funds under this program are available for Infrastructure Canada Program spending in future 
years 


wow N 
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SECTION VI: APPENDICES 


Glossary of Acronyms 


Assistant Deputy Minister 

Canada Business Service Centre 

Community Futures Development Corporation 
Canada Foundation for Innovation 

Canadian Light Source (Synchrotron) 

Deputy Minister 

Downtown East Side (Vancouver) 
Environmental Management System 
Francophone Economic Development Organization 
Gross Domestic Product 

Government of Canada on Line 

Infrastructure Canada Program 

Innovation and Community Investment Program 
Indian and Northern Affairs Canada 

Industrial Research Assistance Program 
International Trade Personnel Program 

Loan Investment Fund Program 

National Research Council Canada 

Privy Council Office 

Research and Development 

Results Management Accountability Framework 
Sustainable Development 

Sustainable Development Strategies 

Strategic Environmental Assessment 

Special Economic Development Initiatives 
Softwood Industry Community Economic Adjustment Initiative 
Small- and medium-sized enterprises 

Treasury Board Secretariat 

Urban Development Agreement 

Vancouver Agreement 

Western Canada Business Service Network 
Western Economic Diversification Canada 
Western Diversification Program 

Women’s Enterprise Initiative 

Western Economic Partnership Agreement 
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